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The main purpose of this study is to examine human capital and its relationship to public 
services performance, with accountability as a moderating variable and Islamic work 
ethics as a mediating variable, in the public sector of Bahrain. The motivation for this 
study is the inconsistent results as well as the lack of research in previous studies in this 
area. This study is underpinned by the resource-based view (RBV) theory and the 
contingency theory for the purpose of explaining the proposed conceptual framework. A 
total of 640 questionnaires were distributed to citizens of Bahrain via systematic random 
sampling in the four governorates of Bahrain and 384 questionnaires were returned, with 
368 responses found usable. Pearson correlation analysis was used to analyze the direct 
relationship between human capital and public services performance. To identify the 
moderating impact of accountability on the relationship between human capital and 
public services performance, hierarchical regression analysis was used. At the same time, 
hierarchical regression analyses, i.e., Medgraph, the Sobel test and the Kock Mediation 
test, were used to identify the mediating impact of Islamic work ethics on the relationship 
between human capital and public services performance. The findings of this study 
evince that human capital has positive and significant relationships with public services 
performance. More importantly, this study confirms the mediating impact of Islamic 
work ethics on the relationship between human capital and public services performance. 
In addition, the findings of this study indicate no moderating impact of accountability on 
the relationship between human capital and public services performance. This study has 
some limitations and finally, makes some recommendations, contributions and 
suggestions for future researchers. 
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Kajian ini bertujuan untuk menyelidik modal insan dan hubungannya dengan prestasi 
perkhidmatan awam di Bahrain, dengan akauntabiliti sebagai pemboleh ubah 
penyederhana dan etika kerja Islam sebagai pemboleh ubah pengantara. Laporan semasa 
menunjukkan penurunan prestasi penyampaian perkhidmatan awam di Bahrain. 
Sementara itu, kajian-kajian sebelumnya juga menunjukkan hasil yang tidak konsisten 
serta kurangnya kajian dalam bidang ini. Kajian ini adalah berasaskan teori Pandangan 
Berasaskan Sumber (RBV) dan teori Kontigensi bagi menjelaskan kerangka konsep yang 
dicadangkan. Sebanyak 640 borang soal selidik telah diedarkan kepada warganegara 
Bahrain melalui persampelan rawak bersistematik dalam empat bahagian pentadbiran 
kerajaan Bahrain. Sebanyak 384 borang soal selidik telah dikembalikan dengan 368 
maklum balas yang boleh digunakan. Analisis korelasi Pearson telah digunakan untuk 
menganalisis hubungan langsung di antara modal insan dengan prestasi perkhidmatan 
awam. Bagi mengenal pasti kesan penyederhanaan akauntabiliti terhadap hubungan di 
antara modal insan dengan prestasi perkhidmatan awam, analisis regresi hierarki telah 
digunakan. Medgraph, ujian Sobel, ujian perantaraan Kock dan ujian regresi hierarki 
telah digunakan untuk mengenal pasti kesan pengantara etika kerja Islam terhadap 
hubungan di antara modal insan dengan prestasi perkhidmatan awam. Hasil kajian 
menunjukkan modal insan mempunyai hubungan yang positif dan signifikan dengan 
prestasi perkhidmatan awam. Lebih penting lagi, kajian ini mengesahkan kesan 
pengantara etika kerja Islam terhadap hubungan di antara modal insan dengan prestasi 
perkhidmatan awam. Di samping itu, hasil kajian ini menunjukkan bahawa tidak terdapat 
sebarang kesan penyederhana akauntabiliti terhadap hubungan di antara modal insan 
dengan prestasi perkhidmatan awam. Kajian ini mempunyai beberapa batasan, namum 
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1.0 Introduction of the study 
This chapter introduces an overview of the study in the context of the performance of 
public services in the public sector of Bahrain. It provides the background, problem 
statement, questions, objectives, significance, scope and limitations of the study and the 
definitions of terms. At the end of this chapter, the organization of the study is presented. 
1.1 Background of the Study 
Organizations are increasingly dependent on their knowledge-based resources for 
successful operations. Hence, public administration cannot be isolated from the changes 
occurring in the global knowledge-based economy. Also, intangible values and 
knowledge are considered as the key sources of competitive advantage for public 
administration (Ramirez, 2010). In addition, the world is moving rapidly from a 
production-based economy to a knowledge-based economy (Huang, & Jim Wu, 2010). 
Public administration is important as it is considered the main mechanism to sustainably 
enhance the conditions of the community through the provision of basic services.  Hence, 
when public administration is weak, the community suffers (Kuye, 2014). In addition, it 
is difficult to attract industries or businesses to an area, if the provision of public services 
is poor. Thus, public services are considered as one of the crucial challenges in the world 





Availability of essential services is the foremost measure of governance and at the same 
time, underpins the social contract between citizens and the state. Therefore, it is 
considered as an index of the society‟s health (Akinboade, Mokwena, & Kinfack, 2013).  
In addition, providing effective, equitable and efficient services that meet the 
expectations of citizens is considered as one of the most important functions of public 
organizations (Boyne, & Walker, 2010). 
 
The basic responsibility of any government is to deliver services through its public sector 
effectively and efficiently to citizens (Oyedele, 2015). It has been pointed out by 
Tamrakar (2010), that the focus of public services must be based on the needs and wants 
of the citizens, and not what the public sector deems to be appropriate for its citizens. He 
further added that public service delivery is being considered as ineffective in most 
developing countries.  
 
According to a previous literature review, Guthrie, Marcon, Russo and Farneti (2014) and 
Dumay, Guthrie and Farneti (2010), found that the public sector contributes a significant 
proportion to Gross Domestic Product (GDP) in most economies. Meanwhile, the public 
sector depends strongly on the generation and employment of capabilities and knowledge 
for the delivery of its services (Cuganesan, Dunford, & Palmer, 2012).  
 
Effectiveness and the quality of the public sector are affected by various factors, such as 
experience and information of staff (Wiig, 2002). Lin, Huang, Du and Lin (2012) argued 




services, human capital is considered essential. Luthans, Luthans, and Luthans (2004) 
argued that the key factor for sustainable organizational performance is human capital. 
Similarly, the role of human capital is considered as the main element for improving 
performance and productivity (Alipour, Idrisb, Ismail, Ulid, & Karimi, 2012). 
 
In the case of Bahrain, there have been several complaints from citizens about the 
performance of the public sector, as can be seen through the print and audio media and 
the National Suggestions & Complaints System or known as “Tawasul”. In summary, 
these complaints are about delays, red-tape, negligence, inaccessibility, inefficiency, 
complicated procedures and not having the right human resources for the delivery of the 
required public services. These complaints from citizens and journalists are evidence of 
dissatisfaction and mistrust, which in turn have negative consequences, such as slow 
growth and development, sluggish internal and external investments and greater pressure 
on the government. 
 
Journalists in various daily newspapers have specifically raised the issues being faced by 
the citizens. Abdulrahman (2015) mentioned that there is a need in Bahrain to educate 
bureaucrats and train them on how to work effectively and efficiently, as well as to find 
qualified staff to increase the efficiency to serve the interests of the public. Al-Qrines‟ 
(2014) summary of interviews with citizens indicates long waiting periods and neglect 
and/or lack of follow up by those responsible for the completion of government 
transactions, and that the “open door policy” is only a slogan and not a practice in reality. 




agency, they are surprised by the complexity and inefficacy of procedures. Al-Mahmeed 
(2016) said that the administrative status in the government departments and the level of 
bureaucracy are not in line with the administrative reforms in the Bahrain. Al-Sheikh 
(2015) stated that it is important to apply the principles of the equation (the right person 
in the right place) with the belief that development in any society can only be obtained by 
ensuring that the people who are qualified, competent and capable, are appointed to 
appropriate positions without indulging in nepotism. 
 
The National Charter of Bahrain issued in 2001, supports economic growth in the 
Kingdom of Bahrain in the field of investment, and confirms the role of the private sector 
in resource development and stimulation of economic activities. Also, it should be 
accompanied by economic openness, change in public administration, simplification of 
procedures, transparency, elimination of overlap in responsibilities and improvement in 
the level of services in accordance with the standards of integrity and equal opportunities. 
The government's program for the years 2015-2018 indicates the strategic priority to 
enhance the effectiveness and efficiency of government performance. The program aims 
to develop and improve the ability to provide services in the public sector which are 
efficient, effective and speedy, improve and simplify procedures, and enhance the 
principles of accountability, justice, employment, career development and replacement 






Importantly, Al-Abyuki (2014) found that one of the problems in the public sector in 
Bahrain is lack of ethics, as well as a weak legal framework. Not many studies have 
focused on Islamic work ethics as a mediating variable in the human capital and public 
service performance relationship.  
 
Islamic work ethics encourages the overcoming of problems of the community and 
unethical practices to accumulate wealth. The findings of another study by Kumar and 
Che Rose (2010) are that Islamic work ethics is largely adaptable to the public sector. 
They added that Islamic work ethics puts important psychological and social pressure on 
employees to raise their obligations in public services delivery.  
 
Consequently, this study aims to investigate the role of human capital in bridging the gap 
between human capital and public services performance in the public sector, besides 
contributing to the body of knowledge about human capital. In addition, to address this 
scenario, the aims of this study are to determine the influence of accountability as a 
moderating variable and Islamic work ethics as a mediating variable in the human capital, 
public services performance relationship in the public sector of Bahrain.   
 
1.2 Problem Statement  
In the Kingdom of Bahrain, there is a general ill-feeling about public services, as can be 
seen through the reaction of the Bahraini society. The complaints can be summarized as 
delays, red tape or bureaucracy in terms of cumbersome procedures that leave citizens 




lack of interest from officials. Citizens can express their complaints through newspapers 
and the radio. The daily program, „Good Morning Bahrain‟, which is broadcast by the 
Radio and Television Authority on Radio Bahrain, is dedicated to receiving complaints 
and observations about various public services performance. 
  
Moreover, there is evidence of complaints, distrust and dissatisfaction with poor public 
service performance in Bahrain by several columnists in various daily newspapers.  
revolving around red-tape, negative bureaucracy in terms of cumbersome procedures that 
leave citizens frustrated in their quest for services, negligence and irresponsible 
behaviour displayed  by employees and officials (Al- Ayoubi, 2018; Al-Tattan, 2017; Al-
Sheikh, 2017; Al-Mahmeed, 2016; Abdulrahman, 2015; Al-Qrines, 2014; Al-Zayani, 
2014). For example, Al- Ayoubi (2018), the columnist in a daily newspaper Akhbar Al 
Khaleej, complained that most service ministries do not deliver services that meet the 
needs of citizens in terms of performance; this includes, negligence which affects the 
delivery of efficient services. Al-Sheikh (2017), the columnist in a daily newspaper, 
Akhbar Al Khaleej complained about complex procedures, bureaucracy and delay in 
obtaining obtain basic services.  
 
The complaints on public services delivery are also channeled to the eGovernment 
Authority. This government agency is responsible for managing the e-government 
initiative that receives complaints from the citizens. In this context, the Deputy Chief 
Executive, Electronic Transformation, Information & eGovernment Authority‟s of 




2017 about government services was 36,000 as shown in Table 1.1, which also shows the 
number of complaints is increasing year by year. 
 
Table 1.1 
List of number of complaints 






Source: Al-Khajah (2018) 
 
 
From the above, it is very clear that the number of citizens who expressed their negative 
experiences in dealing with public services organizations has increased from year by 
year.  
 
In essence, public service delivery by the government should be focused on what citizens 
want instead of what providers are ready to give (Tamrakar, 2010).  In addition, public 
services in any country comprises certain distinct and necessary functions. Therefore, the 
basic responsibility of the government is to deliver services effectively and efficiently to 
citizens (Oyedele, 2015). To uplift the public services or specifically public services 
performance, the human aspect must be the ultimate focus. The product of any public 
sector is a service. Thus, the employees of an organization are the most essential 




organizational resources are the fundamental drivers of organizational performance 
(Conner, 1991).  
 
Consequently, the government institutions require people that have right qualifications 
and the ability to provide the services (Makanyeza, Kwandayi & Ikobe, 2013). Hence, the 
key success factor for sustainable organizational performance is human capital (Luthans, 
et al., 2004). In delivering services, human capital is considered essential for 
organizations that seek to improve performance (Lin, et al., 2012). Likewise, the role of 
human capital in raising organizational performance is of great importance, where it is 
considered as the main element for improving performance and productivity (Alipour, et 
al., 2012).  
 
The vast majority of previous studies in various countries have focused on the 
relationship between human capital and organizational performance from the perspective 
of the private sector, such as: Chigozie, Celestina and Onyia (2018), Suzete, Claudia, 
Miguel and, Jose (2017), Ali and Sharif Chaudhry (2017), Afrah (2016), Zlate and 
Enache (2015), Odhon‟g and Omolo (2015), Mahmood and Azhar (2015), Augusto 
Felício, Couto and Caiado (2014), Michael and Zaid (2014), Awan and Sarfraz (2013), 
Yen (2013), Lin, et al. (2012), Alipour, et al. (2012), Jamal and Saif (2011),  Wang, Yen,  
Tsai and Lin (2008), Crook, Todd, Combs, Woehr and Ketchen Jr (2011), and Rahim, 





In contrast, very few previous studies have been conducted in the public sector, for 
instance, Du Plessis (2016) and Jacobson and Sowa (2015). The private and public 
sectors are different in various ways, such as in terms of profitability, operations, 
structure, background, regulations, responsibilities and work culture (Shrivastava & 
Purang, 2011). Consequently, very few previous studies on the public sector, such as; the 
study by Du Plessis (2016) have been conducted in South Africa and the study by 
Jacobson and Sowa (2015) in the USA.  
 
The above mentioned public sectors vary from this study in terms of location.  For 
instance, those studies were conducted in foreign countries such as South Africa and the 
USA, whereas, this study is conducted in the Arabian Gulf, especially in Bahrain, with a 
different political regime. Besides the total population, geographical, cultural and 
environmental characteristics are different. Also, a similar empirical study conducted in 
the public sector of Bahrain, is not available. The findings from the current study present 
several opportunities to further explore the best practices of public service performance in 
Bahrain.  
 
Importantly, the major difference is the type of target population. Other studies have not 
targeted the entire group of citizens as their respondents, and have used public personnel, 
for instance Du Plessis (2016) and Jacobson and Sowa (2015), whereas, this study uses 
the entire citizen population. This is because the results of this study will be a referendum 
of the citizens on the level of public service performance. This is in line with Al-Ayoubi 




lack of official referendum from citizens about public service performance in various 
ministries and government organizations in Bahrain. Hence, this study may be considered 
as a new theoretical contribution. Thus, it can be said that this study contributes to filling 
the gap in the body of knowledge on human capital and public services performance from 
a different public sector location. Moreover, the findings for this study can benefit the 
academia in terms of providing new insights into the contribution of human capital to 
public services performance in public sector organizations. 
 
With regards to the variations between the public and private sectors as stated by Majid, 
Samad, Tazilah and Hanaysha (2017), the findings of this study could provide insight 
into the concept of human capital in terms of its appropriateness for the public sector 
more so than the private sector. Majid, et al. (2017) argued that in government 
organizations there is a lack of clarity on the relationship between human capital and 
organizational performance which led to a gap of literature about this subject. In addition, 
it will be encouraging to see further studies to fill the gap in this context through 
relationship with others factor such as service delivery (Majid, et al., 2017).  They further 
added, that the public sector and its performance is considered as one of the important 
fields that researchers concentrate on. This is because the organizational performance 
results affect the countries sustainability and survivability, and extent the ability of 
government organizations to provide effective services and implement projects and 
programs (Majid, et al., 2017).  Jamal (2008) recommended that more studies should be 





Findings in earlier studies on human capital and organizational performance in the private 
sector have been inconsistent. For example, Seleim, Ashour and Bontis (2007) study on 
software companies in Egypt demonstrates that human capital has a significant and 
positive relationship with organizational performance through some elements of human 
capital. On the other hand, they found a negative and non-significant relationship with 
organizational performance though certain other elements of human capital such as, 
training and experience. Therefore, the goal of this study is to address these 
inconsistencies by considering human capital in the context of the public sector. 
Consequently, when there is inconsistency in findings between independent and 
dependent variables, particularly, negative or positive relationship or a combination of 
the two conflicting results, then, there is a need for moderating variable to examine the 
significance of the relationship between the variables (Baron & Kenny, 1986).  
 
Accountability is considered as a fundamental factor which impacts on the behavior of 
people, in particular, their performance in agencies (Frink & Ferris, 1999). Also, when 
accountability is high, the workers probably have more ideas with evaluative standards 
for behaviors and decisions, which can decrease anxiety, conflict and confusion, and in 
turn enhance the performance (Davis, Mero, & Goodman, 2007). 
 
Previous studies Han and Hong (2016), Adejuwon (2014) and Caseley (2003) on the 
public sector have found accountability to be a positive and significant factor to achieve 
the direct objectives. It also has a strong impact on public services. Moreover, it has been 




service performance with the moderating role of accountability. Accountability is 
considered a hallmark of effective service delivery (Omotoso, 2014). Minja (2013) 
argued that accountability is essential to improve the quality of public services and at the 
same time, restore the confidence of citizens in the government. He further added that 
accountability is considered as an agenda of administrative reform in various countries. 
In addition, one of main strategies that must be taken to get better delivery of services is 
enhancing the accountability system (Makanyeza, et al., 2013).  
 
Moreover, of late, accountability and public organizations performance are considered as 
the main aspects of the public sector reform process. Hence, accountability and 
performance improvement are key factors, in other words there is a relationship where an 
improvement in one variable can lead to improvement of the other variable. Hence, the 
relationship between accountability and performance is very strong, and can be used as 
an index of measurement of public services delivery in the context of this study 
(Dubnick, & Frederickson, 2011). 
 
In Bahrain, there is a general feeling among journalists as expressed in various daily 
newspapers, (Akhbar Al Khaleej and Al-Watan) about the ineffectiveness of 
accountability in public services performance, for instance Al-Sheikh (2015), Al-Zayani 
(2014) and Al-Abyuki (2014).  Therefore, in this study it is assumed that accountability 





Previous studies have used  accountability as a moderating variable in various areas, for 
instance, Joplin (2014), Rus, van-Knippenberg and Wisse (2012), Wallace, Johnson, 
Mathe and Paul (2011), Demirer, Gures and Akgul (2008) and Frink and Ferris (1999).  It 
has been concluded that accountability is a strong tool and impacts on the relationship 
between variables. A similar empirical study, on the public sector of Bahrain, is not 
available. Therefore, the theoretical contribution of this study is to fill the gap in the body 
of literature through this empirical research on the relationship between accountability as 
a moderating variable in the relationship between human capital and public services 
performance in the public sector of Bahrain. 
 
Ethics is at the heart of professionalism and has a significant effect on efficiency and 
effectiveness in the public sector. Hence, ethics is considered as the hallmark of effective 
services delivery (Omotoso, 2014). Logically, ethical problems in an organization hinder 
it from achieving better performance. The existence of a workable system in the public 
sector to determine and resolve ethical problems is considered an important matter 
(Anyim, Ufodiama, & Olusanya, 2013). Besides, Islamic work ethics is developed for the 
integration of religious values (Haider, 2015). In addition, Ali and Al-Owaihan (2008) 
pointed out that Islamic work ethics originates from teachings of the Holy Quran and the 
Sunnah and practices of the Prophet Muhammad (may peace be upon him). Also, Islamic 
work ethics is a main input to instill good behavior or for value creation among 





Islamic work ethics has a positive impact on innovative capability and organizational 
performance (Yesil, Sekkeli & Dogan 2012). There is a need for ethics to prevent 
breaches of law and other wrong doings, for instance, nepotism, hostility, a variety of 
unfriendly environmental practices and unfair distribution of wealth. All these can lead to 
creating disorder in the organizations and the community. Consequently, to overcome 
this growing problem Islamic work ethics can be inculcated, so that organizations and 
officials will consider the risks to others when making decisions (Mursaleen, Saqib, 
Roberts, & Asif, 2015). 
 
Previous studies have found that Islamic work ethics has a positive and significant 
relationship with organizational performance in the private sector of various countries 
such as, Abbasi, Mir and Hussain (2012) and Yesil, et al. (2012). Furthermore, studies on 
the public sector, for example, Kumar, and Che Rose (2010, 2012), have concluded that 
Islamic work ethics is largely adapted in the public sector. It is encouraging to see more 
studies on the effect of Islamic work ethics on other organizational variables, for 
instance, individual performance and behavior for all levels of workers in the public 
sector. Besides, one of the problems found in public services in Bahrain is low ethical 
behavior, as well as weak legal framework (Al-Abiuki, 2014). Therefore, in this study 
Islamic work ethics is assumed as mediating the relationship between human capital and 






A study on human capital in the municipal government of the USA has demonstrated that 
human capital has a positive relationship with organizational performance (Jacobson & 
Sowa, 2015). In addition, Abbasi, et al. (2012) in their study on Islamic work ethics 
found that Islamic work ethics has a very strong effect on organizational performance. 
Mpeera Ntayi, Mutebi, Byangwa and Georgina Kamanyi (2014) study in Uganda proved 
the human capital element is influenced by ethical values, and therefore, affects 
entrepreneurship positively. In addition, some studies conducted in the public sector such 
as, Sehhat, Ashena and Parsa (2015), have concluded the importance of including Islamic 
work ethics in future research. Kumar and Che Rose (2010, 2012) indicated that Islamic 
work ethics is largely adapted in the public sector it will be encouraging to see more 
studies on the effect of Islamic work ethics on the other organizational variables such as 
performance. 
 
Based on the above discussion, most previous studies such as Imam, Abbasi and Muneer 
(2013) and Kumar and Che Rose (2010, 2012), have focused on the direct relationship 
between Islamic work ethics and various variables, including performance. However, 
there is a lack of research on Islamic work ethics as a mediating variable in the 
relationship between human capital and public services performance. This is in line with 
Baron and Kenny (1986) who argued that a mediating variable allows the obtaining of a 
stronger relationship between the independent and dependent variables. Thus, this study 
theoretically fills the gap in the literature by empirically examining Islamic work ethics 
as a mediating variable in the relationship between human capital and public services 




Accordingly, in view of the above gaps, the current study investigates the moderating 
role of accountability and the mediating role of Islamic work ethics in the relationship 
between human capital and public services performance in the public sector of Bahrain. 
1.3 Research Questions 
1. Does human capital have a positive and significant relationship with public 
services performance? 
2. Does accountability have a positive and significant relationship with public 
services performance? 
3. Does Islamic work ethics have a positive and significant relationship with public 
services performance? 
4. Does accountability moderate the relationship between human capital and public 
services performance? 
5. Does Islamic work ethics mediate the relationship between human capital and 
public services performance? 
 
1.4 Research Objectives 
The research aims are as below: 
1. To examine the relationship between human capital and public services 
performance. 





3. To examine the relationship between Islamic work ethics and public services 
performance. 
4. To examine the moderating role of accountability in the relationship between 
human capital and public services performance. 
5. To examine the mediating role of Islamic work ethics in the relationship between 
human capital and public services performance.  
1.5 Significance of the Study 
This research contributes by explaining the theoretical and managerial aspects of the 
relationship between human capital and public services performance in the public sector 
of Bahrain as follows: 
 
Theoretical: 
1- This study contributes by empirically examining the relationship between three of 
the most important variable, i.e., human capital, accountability and Islamic work 
ethics, on public services performance in the public sector, in Bahrain. Therefore, 
this study is considered as the first study which combines these variables in one 
single model. Hence, the current study contributes by empirically to the body of 
knowledge on this topic. 
 
2- Previous studies in various countries have focused on the relationship between 
human capital and organizational performance from the perspective of the private 




capital and organizational performance from the perspective of the public sector. 
In addition, in the public sector in developing countries on the relationship 
between human capital and public services performance are rare, particularly in 
the public sector of Arabian Gulf countries, generally, and especially in Bahrain. 
Thus, the findings of this study contribute empirically to the body of knowledge 
through the use of relevant theories. 
 
 
3- One of major differences between the previous studies and this study is the type 
of target population. Previous studies in various countries in both sectors have not 
targeted all citizens as their respondents, and have only used public sectors staff, 
whereas, this study uses the entire citizen population. Therefore, the findings of 




1- According to Guthrie, et al. (2014) and Dumay, et al. (2010) in most of the world 
economies, the public sector contributes a significant proportion to the GDP. At 
the same time, it is deeply dependent on the capacity and knowledge of the people 
(Cuganesan, et al., 2012). Therefore, this study is significant as it addresses one of 
the major resources of public services performance that creates competitive 





2- The findings of this study would not only help the public sector to be more 
efficient and effective, but also would be an important step towards helping the 
authorities to increase the efficiency and effectiveness of public services 
performance through general administrative reforms. It will also help upgrade 
public services performance to achieve the proposed Bahrain Economic Vision 
2030. Poor performance of government organizations in delivery of services to 
the public generates negative opinion from society towards the government (Van 
de Walle & Bouckaert, 2003).  
 
3- Through the findings of this study, the possibility of restoring satisfaction and 
trust with public services performance will be raised. A majority of researchers 
have studied human capital using an internal sample of employees, and managers 
or their equivalent. It is very rare for researchers to have studied human capital an 
external sample, such as citizens. Therefore, the contribution of this study is 
examining responses from citizens. 
 
4- In the case of service failure, the complaints made are useful to increase 
consciousness and to discover areas for improvement (Minelli & Ruffini, 2018). 
In this study, the main issue is the many complaints from citizens about public 
services performance. Therefore, the findings of this study will help policy 
makers in the public sector to focus on complaints from citizens as a basis to 




the findings of this study provide important solutions to the problems affecting 
public services performance in the public sector of Bahrain. 
 
1.6 Scope and Limitations of the Study 
The focus of this study is the public sector of Bahrain, i.e., public services performance, 
by examining human capital and its relationship with public services performance, with 
accountability as the moderating variable and Islamic work ethics as the mediating 
variable. At the same time, the study focuses on improvement and development of the 
public sector by leveraging on the capabilities of human capital to improve public 
services of ministries and governmental agencies. The respondents in this study are the 
citizens of Bahrain, and at the same time they are beneficiaries of public services in 
various ministries and government agencies. 
 
This study has some limitation due to the number of complaints as shown in Table 1.1, it 
that is increasing year by year. This is considered a reflection of the Bahraini society 
expressing their negative experiences when dealing with public service organizations. 
Moreover, in the context of delivery of public services to citizens, there are 
manifestations of corruption and deliberate delay and bureaucracy, to extract bribes from 
the users of public services (Rose-Ackerman, 1997). 
 
The other reason for choosing, according to, Van de Walle and Bouckaert, (2003) is that 
poor performance of government organizations in the delivery of services to the public 




available is to voice dissatisfaction with services delivery, through organized pressure 
lobbies or by joining collective protests (Akinboade et al., 2013). Also, when public 
administration is poor, the community suffers (Kuye, 2014). Bahrain is one of the 
countries that suffers economically. Bahrain is the most vulnerable Gulf Cooperation 
Council (GCC) Countries that faces low oil prices due to its limited savings and high debt 
levels, leaving it exposed to financing risks. 
 
On the other hand, based on previous literature review, it has been found that the public 
sector contributes a significant proportion to (GDP) in most economies (Cuganesan, et 
al., 2012).  Public administration is important as it is considered the main mechanism to 
sustainably enhance the conditions of the community by the provision of basic services. 
Besides, public services play an important role in sustainability, wellbeing, and growth of 
society, cities and the country (Omisore, 2013). Therefore, through the findings of this 
study, the possibility of restoring satisfaction and trust with public services performance 
will be raised. Also it would be an important step towards helping the authorities to 
increase the efficiency and effectiveness of public service performance through general 
administrative reforms. It will also upgrade public services performance to help reach the 








1.7 Definition of Terms 
Human capital 
Human capital refers to group of innovation, experiences, skills of the staffs and the 
knowledge (Seleim & Khalil, 2011). 
 
Public Service Performance 
Public sector performance illustrates the findings of an activity in a particular area or all 
findings   from various or all areas of activity of a public organization measured either in 
terms of absolute value as an indicator or with regards to the findings achieved in prior 
time. (Handler, Koebel, Reiss, & Schratzenstaller, 2005)  
 
Accountability  
Accountability refers to a commitment to work according to the standards, rules, 
procedures and the criteria set forth in advance and the audit reports considered as the 
officer on performance results (Adegite, 2010). 
 
Islamic work ethics  
Islamic work ethics refers to virtues and obligatory activities that a person needs to 





1.8 Organization of the Thesis 
This thesis consists of six chapters. Chapter one includes, the problem statement, research 
objectives, research questions, significance of the study, scope and limitations, and 
definition of key terms. Chapter two discusses the literature review that lists the relevant 
main variables, human capital, accountability, Islamic work ethics and public services 
performance. Chapter three discusses the research framework which was developed 
based on review of the literature, the hypotheses, and underpinning theories. Chapter four 
illustrates the methodology of research used to examine human capital and public 
services performance, the population and sampling, data collection procedures, the design 
of research, measures and instrumentation, and analysis of data. Chapter five discusses 
the findings of the study and data analysis. Chapter six summarizes the findings, and 

















2.0 Introduction  
This chapter reviews the past research linked to human capital and performance of public 
services. It contains an overview of the public sector of Bahrain, the concepts, 
definitions, measurement and dimensions of human capital, public services performance, 
accountability and Islamic work ethics, as well as the discussion on its importance. 
Additionally, reviews and identified of previous studies on human capital in both sectors, 
also, discussion the logical expected moderating role of accountability and mediating role 
of Islamic work ethics in the relationship between human capital and public services 
performance. Finally, reviews the summary of the chapter. 
2.1 Overview of the Public Sector of Bahrain 
The geographical location of Bahrain is at the middle of the Arabian Gulf. Bahrain is 
located near the eastern area of Saudi Arabia and consists of 33 islands, the largest island 
being Bahrain, which represents 80% of the total area of Bahrain, which is estimated at 
778.4 square kilometers in 2015, Bahrain is an archipelago and the largest city and capital 
in Bahrain is Manama. The Kingdom of Bahrain consists of four Governorates:  Capital, 
Al-Muharraq, Southern and Northern. The population in 2016 was 1,423,726 million 
people, (Nationals: 664,707 and Non-Nationals: 759,019). About 99.8% of Bahraini 
citizens are Muslims. On 15 August 1971 Bahrain's independence from the United 
Kingdom was announced and on 16 December 1971 its independence from British 




Building the modern state of Bahrain started with independence in 1971.The first Council 
of Ministers consisted of 16 ministries as well as some independent agencies and 
government organizations that formed the nucleus of the executive agencies. Thereafter, 
Decree No. 13 of 1975 ordered the formation of the National Council. This was followed 
by Decree No. 18 of 1978 to revise the -administrative organization of the State. The 
ministries of the state were increased/decreased/stabilized by a Royal Decree No. 65 of 
2015, to 16 ministries (Al-Toplani, 2013). 
 
With reforms, the public sector in Bahrain developed and evolved. In 1995, a Royal 
Decree was issued on the formation of a new cabinet, to further improve the performance 
and efficiency of government agencies. During this period, the idea of administrative 
reform process emerged. To establish and develop modern competent management 
systems and make the administrative apparatus the primary engine for overall 
development. The reforms underpin the overall liberalization of the economy, operations 
adoption of market mechanisms, investment and improvements to the services provided 
to citizens (Al-Toplani, 2013).  
 
The National Charter of Bahrain issued on 16 February 2001, emphasizes on economic 
openness, changes in public administration, simplified procedures, transparency and 
elimination of overlap in responsibilities to improve the level of services. It also aims to 
instill fairness and provide equal opportunities. To activate financial and administrative 
control and increase the transparency of work in all state departments, the Charter 




important aspects of citizen support, through continuous and transformational training, 
which would boost the expertise and improve the labor market, thereby allowing 
employment opportunities for citizens. It is another platform that enables the Kingdom of 
Bahrain to make greater strides on the path of comprehensive development through the 
establishment of the foundations of the modern state and an advanced level of human 
development, economic freedom and external openness within new contexts that are 
consistent and compatible with international standards (Official Gazettes, 2001). 
 
According to, Al-Toplani (2013), the public sector in Bahrain has evolved over the years 
in major phases of reform and development of public administration, to further improve 
the performance and efficiency of government agencies, one of the main aims is to 
develop business systems and government machinery based on competencies of the staff. 
The reform is based on the overall concept of liberalizing the economic process, the 
adoption of market mechanisms the encouragement of investment and improvement of 
services provided to citizens. 
 
According to, the government's program for the years 2015-2018, which is considered as 
a future work plan (Bahrain News Agency, 2015), the sixth axis of government 






First: enhancing the effectiveness and efficiency of government performance, in terms of 
developing and improving the ability to provide public services that are more efficient 
and effective and delivered as quickly as possible. 
  
Second: policies, initiatives and procedures, in terms of improving public sector 
productivity and enhancing its governance, improved mechanisms and criteria to develop 
government organizations and effective systems by redesigning organizational structures 
and administrative processes, reviewing and improving policies, operations procedures 
and services of ministries and government organizations to be in line with the needs and 
changes, using resources in the best possible way by correcting organizational structures 
and adopting private sector policies to provide the best services.  
 
Third: recruitment, development and function replacement, creating a plan to improve the 
performance of the civil service and to attract and retain competent staff, intensify efforts 
to evaluate and improve the quality and availability of training programs for civil 
servants.  
 
Fourth: improve and simplify the procedures for the provision of services in the public 
sector, through the use of technology, reduce duplication and repetition in work, faster 
and more effective delivery of services, follow up and improve the complaints and 





Fifth: enhance the principles of accountability and transparency, through anti-corruption 
policies.  
 
Final: improve mechanisms of measuring and controlling government performance 
through the use of performance indicators. 
 
In relation to that, the public sector of Bahrain plays an effective role in the delivery of 
basic services that serve the country and all members of society.  The public sector 
provides government services in accordance with the legal constitution through 
government agencies such as ministries, agencies and other organizations. Public sector 
and public service are considered important for the state because of its role in socio 
economic development. It contributes a significant proportion of GDP as shown in Table 
2.1 and Figure 2.1 below. In addition, the growth proportion is 5.3% (Bahrain Open Data 
Portal, 2017). 
 
Table 2.1  
Public Services Share to GDP 





Source: Bahrain Open Data Portal (2017) 
 






The Proportion of Public Services in GDP 
2.2 Public Services Performance 
Public sector organizations are under increasing pressure to perform better, and at the 
same time, use effective measures of performance. The function of the public sector is 
concentrated in the production of a diverse and selected group within the budget. It is 
therefore important that public sector organizations have the capacity to transform 
financial inputs into services in the form of high quality outputs, all using efficient and 
effective processes (Jääskeläinen, & Lönnqvist, 2011). Therefore, the purpose of 
government organizations and public sector is to meet needs, and develop and deliver and 
services for the benefit of the people. It is not for commercial transactions, but to develop 
a sustainable competitive advantage through effectiveness and efficiency (Mathews, & 
Shulman, 2005). Besides, economists say that public services delivery consists of 
activities to enhance public welfare, in fact public services are considered as a basic 
component of the social contract between citizens and the state (Akinboade, Kinfack, & 
















which includes private, third parties and government sectors, and includes the following 
but not limited to infrastructure, employment assistance, health, agriculture and education 
(Garcia-Zamor, 2015). Oyedele (2015) said the public services in any country in the 
world stand out as the basic mechanism for the government to formulate and implement 
policies. This is done by translating the plans and programs of the government into 
services for the citizens. Therefore, public services are designed to become the key driver 
of the social and economic development of a country.  
 
Another aspect, in any community is that public administration is considered as important 
and at the same time complex, where it impacts, in one way or another, on most parts of 
the community, its effectiveness and approach are defined by peoples success, quality, 
culture and the ability to survive in the community that it serves, including implementers, 
planners, educators, peacemakers, disciplinarians and pace setters, each with various 
confirmation depending on the agenda and culture of the community. An efficient public 
administration can provide more for the community. In contrast, inequality or 
dysfunction can lead to sharp decreases and even destruction (Wiig, 2002). 
 
The general aims of public sector organizations are as follows: firstly, controlling the 
leading heights of the economy, secondly, enhancing crucial development in terms of 
strategic value and social change rather than profit considerations, and finally, utilizing 
government‟s surpluses to finance the development of the economy (Vaidyanathan, & 
Sundar, 2011). In the relation to that, Handler et al. (2005) argued that the public sector 




produces services and goods, which things directly affect productivity and gross output 
through its efficiency and size, second, the public sector influence the private production 
method takes place, through in terms of public policy that exercise a net positive impact 
on the private sector will directly support productivity and economic growth. 
 
The role of public services in achieving good governance, cannot be underrated, the 
public service sector plays a pivotal role in the formulating and implementing of 
policies for community development (Lawal, & Owolabi, 2012). Moreover, the role of 
the public sector in the development of states is vastly recognized, where it  plays a vital 
role  in the formation and transformation of the national vision, and development 
instruments into public policy implementation and formulation, as well as at in the heart 
of public goods  delivery from effective bureaucracy to ensure development  
infrastructure, for instance  quality human resource through education, power 
development ,communication and transport  network and facilities of provision of health 
these are  considered as the basic  blocks of the modern state, also leads to stimulate the 
other non-state actors for example private sector through  rules fair and predictable, an 
environment conducive to macroeconomic stability and vital services delivery (Rector, 
2008). 
 
Furthermore, the role of public service can be summarized as the following: public 
services play a vital role in formation and transformation of the national vision and policy 
formulation and implementation. In addition, its leads to building the modern state 




example, energy, communication networks, transport, and health care. Moreover, it 
stimulates the private sector and the other non-governmental actors by generating a 
conducive environment for fair practices. Also provides crucial services, for instance, 
customs and immigration and tax services as well as birth and death records (Adei, 2008). 
 
Another activity of organizations in the public sector is to provide scientific, educational, 
cultural, sports, social and other services free of charge or paid for as stipulated by law as 
well as specific conditions and terms. Since all functions of organizations in the public 
sector are geared towards and interrelated to the satisfaction of public interests, therefore 
depends on the ability of organizations in the public sector to plan and effectively prepare 
and take decisions, as well as to manage the implementation of these decisions 
(Balaboniene, & Vecerskiene, 2015). 
 
Akinboade et al. (2013) said that one of the basic functions of the public sector is the 
delivery of public services. It is significant for the public sector to show effective and 
efficient performance and to improve economic and social conditions in society. Public 
services are considered as the main factor that quantifies the quality of life which is not 
measured by national per capita income (Besley, & Ghatak, 2007).  
 
The delivery of public services is considered as one of the main tasks of the public sector. 
In addition, the delivery of public services is considered as a fact of life for the 
government. Similarly, citizens expect suitable access to information and government 




various channels (Adejuwon, 2012). He further added that the delivery of services has 
adirect effect on human development if provided to people in the form of core services, 
for instance, health, sanitation, water and education that contribute to enhancing human 
development. Further, the provision of services leads to economic growth which is an 
important condition for human development to be achieved (Adejuwon, 2012).  
 
Makanyeza et al. (2013) argued that the main reasons for poor public services delivery 
are corruption, lack of accountability and transparency, inadequate citizens participation, 
poor human resources policy, failure to manage change, lack of employee capacity, poor 
planning, and poor monitoring and evaluation. Makanyeza et al. (2013) also argued that 
the main responsibility of the government and its organizations is to  improve the services 
that society need, through several strategies, increase citizens participation, improve 
public services delivery provide flexibility in responding to complaints, offer value for 
money, ensure payments are received promptly and plan strategically. A good human 
resources policy indicates capacity building employee motivation, strategic management 
and dealing with corruption through improved accountability.  
2.2.1 Definition of Public Services Performance 
Public services are activities which provide public service or goods to reach all the people 
in society. In addition, public services must be available for all people in the community 
and provided equitably (Broadbent, & Guthrie, 2008). Hence, public services of comprise 
government activities in the public field, for example, public health, defense and policing. 




broadcasting of public and social services such as, social care, education, medical care 
and housing (Spicker, 2009). Public services play an important role in sustainability, 
wellbeing, and growth of society, cities, and the country (Omisore, 2013).  
 
Most public sector performance studies have addressed the issue of measuring and 
defining it through external stakeholders. The determination of public sector performance 
is considered as a difficult task because it plays a complex role. Hence, the way to define 
public sector performance must be in relation to goals, findings and means. Therefore, 
performance is measured by the simultaneous efforts towards effectiveness, and 
efficiency with appropriate budget (Profiroiu, 2001).  
 
Performance is also related to the timeliness of output, quality of output, quantity of 
output, attendance at work and effectiveness and efficiency of the work done (Jackson, 
2009). Thus, there is a wide variety of definitions of public services in the literature. The 
summary of some public services performance definitions is as in Table 2.2. 
 
Table 2.2 
Definitions of Public Services Performance 
Author (Year) Definitions of Public Services Performance 
Akinboade et al. 
(2013) 
Public services are certain procedural arrangements by the 
government to deliver the services and products to the public that 
represents the general activities. For example, public health, 







Public services are activities of staff in the government 
organizations which aim to formulate and implement government 




Table 2.2 Continued 
Arowolo  (2012) 
 
Public services are a department or agency to help implement and 
plan the policies of the government. It is considered as an 
organization established to deliver the basic services to the public 
and is not profitable. 
 









Fox and Meyer 
(1995)  
 
Public sector performance illustrates the findings of an activity in a 
particular area or all findings   from various or all areas of activity of 
a public organization measured either in terms of absolute value as 
an indicator or with regards to the findings achieved in prior time. 
 
Public services are considered as activities focused on the 
conception of services or public goods based on universal reaches 
for citizens instead of provision by the private market. 
 
The delivery of services refers to providing activities that will bring 




Based on the above Table review of some previous literature on the different definitions 
of public service, are as follows: the definition by Akinboade et al. (2013) focused on  
general activities in terms of arrangements that are delivered from government through 
various public services, for example public health, policing, education, housing, rubbish 
collection, social care and medical care. Similarly, Broadbent and Guthrie (2008) said 
public services are an activity which is focused on the concept of services for public 
good. Hence, this definition ignores those who deliver those services to the public. 
Likewise, Fox and Meyer (1995) focused on public services as providing activities that 
will bring about benefits and satisfaction to the people. Arowolo (2012) focused on 





In addition, the definition by Agba, et al. (2013) emphasized that public services are 
activities of staff in the government agencies who formulate and implement government 
programs. This is confirmed by Ramirez (2010) who argued that human capital models 
would allow more detailed knowledge of such strategic investments. This in turn helps 
managers or decision makers in their task of valuing and increasing activity, 
achievements, efficiency and effectiveness in public services. Consequently, according 
to, Profiroiu (2001) argued that to define public sector performance there must a relation 
between goals, findings and means. Therefore, performance is the measurement of 
simultaneous efforts towards effectiveness, and efficiency with appropriate budget.  
 
Based on that, the definition by Handler et al. (2005) “Public sector performance 
illustrates the findings of an activity in a particular area or all findings from various or all 
areas of activity of a public organization measured either in terms of absolute value as an 
indicator or with regards to the findings achieved in prior time”. Accordingly, this 
definition explains the concept of public services performance. Moreover, it is the reason 
for this study, taking into consideration that the product of the public sector is a service.  
In addition, this study focuses on performance of public services in the public sector. 
Thus, employees of the organization are the most essential resources for effective 
performance, this definition is at the heart of the main variables of this study. In relation 
to that, and according on the above discussions, the operational definition of public 




2.2.2 Measurement of Public Services Performance 
In the public sector the analysis of performance is considered an important issue to policy 
makers and the government. Accordingly, measuring the performance of the public sector 
has become an important issue because of increasing public spending, as a result of 
globalization and demographic trends. So, improving performance, effectiveness and 
efficiency must be a priority of the political agenda (Diana, 2014). In addition, measuring 
performance of the public sector is necessary due to its impact on organizational 
performance. Good organizational performance means that the organizations of the 
public sector are effective and efficient in the provision of public services and goods. 
Hence, measuring the performance of the public sector can contribute to achieving the 
level of performance due and an is input to good governance (Putu, Jan van Helden, & 
Tillema, 2007).  
 
Moreover, measuring public organizations performance is considered important, because 
it helps the government to give taxpayers value for their money. It also, ensures the 
citizens have quality services. Thus, measuring performance is pivotal to planning, 
improvement, comparison, benchmarking, monitoring and control, it also ensures 
democratic accountability (Pidd, 2012). 
 
Citizens always want quality services and public administrations want to provide public 
services professionally, in terms of economically, effectively and efficiently. In the 
provision of public services, local authorities and public agencies must perform their 




Matei, & Lazar, 2016). Typically, the measures of performance of public services have 
been derived from different sources, such as:  surveys, and perceptions of citizens 
perceptions, public managers, staff, service users and administrative datasets (Andrews, 
Boyne, Meier, O'toole & Walker, 2012). 
 
According to, Diana, (2014), looking back at the measurements of performance in the 
public sector there are some general features of the components of performance 
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Components of Performance Measurement   
Source: Diana (2014) 
 
Based on the above Figure 2.2, the measurement system of performance includes the 
relationship between inputs, processes, outputs, program outcomes and policy outcomes, 
guided by: are we doing things right and doing the right things. In the beginning, 
performance measurement was based on the findings obtained,  the present theories 
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require inserting inputs, the index used to obtain the findings and index of outcomes, i.e., 
the impact created through findings and the establishment of comprehensive performance 
measurement system (Diana, 2014). 
 
On the other hand, according to, Bird, Cox, Farwell, Goldstein, Holt and Smith (2003), 
public services performance must be measure for three causes: first: to find out what 
works, use quantitative indicators to measuring and compare the performance of different 
delivery and policy options, second: to determine the functional competencies by 
identifying good performers, third: to support public accountability. Elected 
representatives must ensure that services are being delivered efficiently and represent 
value for money.  Also, the performance of public services should be available to the 
public as it creates awareness and lets people choose which services they prefer.  
 
According to, Behn (2003) proposed that there are eight causes for measuring public 
sector performance, first: to assess the quality of the agency of the government, second: 
to control how general directors guide their subordinates in the correct direction to ensure 
excellent performance, third: budgeting for projects, programs or persons that the 
government must spend public money on, fourth: to show how general managers can 
stimulate nonprofit and for-profit collaborators, middle managers, stakeholders and 
citizens and line staff to do what is needed to improve performance, five: to enhance how 
public managers can convince stakeholders, journalists and citizens, legislators and 
political superiors that their organization is doing good work, six: to celebrate the 




working or working, and eight:  to improve what must be done differently in order to 
improve performance. Based on the previous studies, Table 2.3 shows the summary of 
the dimensions of public services performance.  
 
Table 2.3 







Andrews et al. (2012) 6 Effectiveness, quality, value for money, 
equity, data group and consumer 
satisfaction 
 
Andrews and Boyne (2011) 3 Cost effectiveness, equity and 
effectiveness 
Morgeson and Petrescu 
(2011) 
 






public services performance 
 
 
Performance indicators and consumer 
satisfaction 
 








Boyne and Meier  (2009) 2 Percentage of students who pass exam 
from state and percentage of students 
who pass exam from ready college  
 
Andrews, Boyne, Law and 
Walker (2008) 
 
1 Performance indicators 
 
Andrews, Boyne, Meier, 
O'toole and Walker (2005) 
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Based on the above review of some previous studies on the dimensions of public services 
performance are the following: the dimensions by Andrews et al. (2012) focused on six 
dimensions i.e., effectiveness, quality, value for money, equity, data group and consumer 
satisfaction, but equity, value for money and data grouping, these dimensions are not 
within the scope of this study. Similarly, Andrews and Boyne (2011) focused on the three 
dimensions of cost effectiveness, equity and effectiveness. Similarly, Boyne and Meier 
(2009) researched two dimensions i.e., percentage of students from state and percentage 
of students from ready college.  
 
Likewise, Walker et al. (2011) investigated two dimensions which included performance 
indicators and consumer satisfaction, i.e., time period and powerful stakeholder. 
Similarly, Andrews et al. (2008, 2009) focused on one dimension i.e., performance 
indicators such as: housing, benefits, education, highways, revenues, benefits and social 
services. Andrews et al. (2005) researched on two dimensions i.e., outputs and outcomes, 
such as: regulatory services, leisure services, housing, education, libraries, welfare 
benefits and social services. Consequently, all these dimensions depend on elements that 
are out of scope of this study. This study focuses on improvement and development of the 
public sector to help human capital to improve public services.  
 
Based on the above discussions it is obvious that the unidimensional study by Morgeson 
and Petrescu (2011), has focused on public services performance as one dimension by 
measuring citizens perceptions of public sector performance, including services, 




study. It is also considered consistent with items included in the questionnaire for this 
study. This is also confirmed by economists who argue that public service delivery 
consists of activities with the purpose of enhancing public welfare, where public services 
are considered as a basic component of the social contract between citizens and the state 
(Akinboade, et al., 2012). Accordingly, the main focus of this study is on the 
unidimensional aspect as researched by Morgeson and Petrescu (2011). 
2.3 Human Capital 
Economists are of the consensus that natural resources in different countries do not 
guarantee economic growth, but when shared with human resources it produces good 
economic outputs. Hence, human capital plays a major role in development (Afridi, 
2016). In addition, human capital is considered as the main element for economic growth. 
The rise in production via different channels leads to rise in the demands for labor and 
productivity. This leads to an increase in the output, which in turn, has a positive effect 
on income (Neeliah, & Seetanah, 2016).  
 
In addition, human capital is considered as investment in human resources in order to 
raise staff competencies. As a matter of fact, this investment is for the future. Thus, 
educational organizations invest in individuals because they consider human capital has 
different and valuable characteristics (Burund, & Tumolo, 2004). Moreover, Hsiung and 
Wang (2012) concluded that the main aim of human capital is teaching staff and achieve 
intangible abilities, such as, skills, experience and knowledge, in order to create value for 




Furthermore, human capital is considered as the stock of knowledge, and competences 
that are gained from experience and education, besides personal characteristics that are 
reflected the ability to do the work, and to produce economic value (Chikwe, Ogidi, & 
Nwachukwu, 2015). Organizational resources particularly intangible ones are most 
probably contributing to sustaining an organization competitive edge (Kong, & Thomson, 
2009). Human capital represents the main dimension of intellectual capital and is 
considered a critical resource in several industries, like management consulting, financial 
services, and software development (Seleim, et al., 2007). 
 
In simple words, human capital is considered as anything except material capital, for 
example, financial capital, properties and equipment. In the last century in developed 
economies, the share of physical capital GDP declined sharply, whereas human capital 
share is increased. Hence, this increase in human capital share in GDP has led to creating 
the notion of the knowledge economy. Therefore, the various kinds of capital were 
looked upon as inputs involved in the production of services and goods, but human 
capital is not regarded as a simple input, because it has a more complex role in the service 
delivery and the production of goods (Pasban, & Nojedeh, 2016). Thus, human capital 
comprises talent which leads to economic growth and stability (Menzies, 2003). 
 
The notion of human capital exceeds the traditional notion of human resources, it is 
obvious that the concept of human capital is broader, deeper and sharper. Human capital 
concentrates on sustaining and ensuring the competitiveness of the organization, whereas, 




Moreover, the notion of human capital extends to the development of capabilities of staff, 
learning from previous and current errors to avoid them and fully understanding the 
circumstances of organizational performance, its purpose and nature (Ulrich, 1998). 
 
Human capital is considered as an intangible element and scarce, it cannot be managed in 
the way organizations manage jobs, technologies and products, this is because employees 
are the owners of human capital and not the organization (Igbaekemen, & Odivwri, 
2014). They further added human capital management is one of the trickiest tasks and 
should be done with care, due to the relative emphasis of human capital on the 
organization overall performance. Thus, in any organization, the development of the 
employees should not be ignored, and continuous training and development must be 
provided. 
 
According to, Laroche, Merette, and Ruggeri (1999), proposed that there are five 
characteristics of human capital: first, human capital is non-negotiable because it includes 
humans, second, every younger employee cannot manage the way in which human 
capital is gained, third, human capital can be measured qualitatively and quantitatively, 
fourth: human capital can be classified, in general or specifically allocated to a certain 
department or corporation, fifth: human capital develops an external personality. 
 
On the other hand, the main characteristics of human capital are work experience and 
academic achievement and these characteristics are considered very important for 




skills, beliefs, and knowledge for doing a good work (Shih, Liu, Jones, & Lin, 2010).  
Competency is considered as one of the necessary human capital dimensions. Also, 
current studies have suggested flexibility as the other human capital dimension 
(Marimuthu, Arokiasamy, & Ismail, 2009). 
 
Competencies refer to knowledge, personality and accumulated skills which have an 
effect on creating a work environment so that staff can perform optimally performance 
and achieve competitive advantage for the organization (Shih et al., 2010). Flexibility is 
considered a necessary aspect of human capital (Marimuthu et al., 2009). In addition, in 
any job environment, flexibility is a necessary issue and the ability of staff to be flexible 
can bring about benefits (Sarantinos, 2007). Moreover, according to, Lepak, Takeuchi, & 
Snell (2003) there are two kinds of flexibility i.e., coordination and resource.  First, 
flexibility coordination refers to an organizations ability to reproduce, redistribute and 
rearrange available resources. One way to improve the organizations performance is to 
use external manpower, in this way, the organization can employ the skills required to 
produce specific services or products based on industry needs as necessary.  Second, 
resource flexibility is when one type of resource can be allocated to a whole group of 
purposes and needs. 
 
Regarding human capital from the Islamic perspective, God says in the Holy Qur‟an (Al-
Baqarah: Verse 30), Behold, thy Lord said to the angels: “I will create a vicegerent on 
earth”. This verse describes the goal and responsibility of a person life, it is to be the 




capital is the human ability to achieve his or her obligation as a successor and servant of 
God on earth. In this sense, human capital from the Islamic perspective refers to 
experience and capability of the person to achieve his or her responsibilities and goal 
towards this land (Abdullah, 2012).  
 
In addition, the good competences and skills that help the community are praiseworthy in 
Islam, According to the Sunnah, in the time of the Prophet Muhammad (may peace be 
upon him) he appointed skilled and appropriate persons to the position regardless of 
ethnicity, color, and sect of the person. For example, Prophet Muhammad (may peace be 
upon him) appointed one of his followers, Usama bin Zaid, as the commander of the 
Muslim forces based on quality and skills which he had, although he was a slave 
previously (Abdullah, 2012). He further added, the Prophet Muhammad (may peace be 
upon him) did not appoint a person to the position if he was not qualified for that work 
even if the person was close to him.  
 
In relation to that, God presented in the Holy Qur‟an a unique model on the importance 
of the skilled man who was Prophet Yusuf (may peace be upon him) and suggested that 
he should be finance minister to deal with the economic crisis  in Egypt. Through his 
expertise and skills Prophet Yusuf (may peace be upon him) was successfully managed 
this economic crisis. This shows that people who are highly skilled and qualified to can 






On the other hand, Islam is considered as a comprehensive religion and plays a role in 
various aspects, such as: business, economy, politics and other aspects of private and 
public life of people (Azmi, 2009). According to, Hashi and Bashiir (2009), the 
commentators of the Qur‟an and scholars used the “ahliyah” term to indicate fitness and 
human capacity to implement religious and social obligations. In this sense, “ahliyah” 
indicates efficiency, competence validity, qualification, authority and fitness, which 
collectively demonstrate quality and human ability to implement duties seriously, 
“ahliyah” also indicates human nature in Islamic jurisprudence.  
 
In addition, Islam describes “ahliyah” as capacity or qualification, “ahliyah” means jobs 
are assigned to the right staff. In addition, “ahliyah” refers to all human assets, for 
example work skills, stock of knowledge, a learning attitude and human nature which are 
embodied in the person due to experience, education and training, which make the person 
more flexible and competitive. Hence, human personality is achievable by education and 
lifelong learning. This means ongoing improvement of managerial skills, techniques of 
problem solving, capacities creativeness and productive talent. 
 
Moreover, human capital from the Islamic perspective is the combination of the spiritual 
and physical, it aims to produce the best workers who fear not just the employer but also 
God, Muslim must be sincere, trustworthy and honest. In other means, a person must 
have the best values, knowledge and skills as mentioned in religion of Islam (Rafiki, 
AlKhalifa, & Buchari, 2014). In addition, Islam views knowledge as essential for the 




psychological, sociological or even religious and biological human development (Bakir, 
Sofian, Hussin, & Othman, 2015). 
 
Furthermore, the aim of human capital development from the Islamic perspective is not 
only to produce good individuals with noble values, technical knowledge and skills, they 
must also practice the skills, Islamic values and knowledge not just possess them (Azmi, 
2009). In relation to that, although an unqualified person can be employed if necessary, 
that person must do the utmost to meet the minimum requirement. It is therefore 
important to acquire good skills for the development of the community and the country 
(Ibn Taymiyah 1988). Moreover, Muslims who want to establish a business or be 
involved in trade must have a comprehensive understanding of the shariah based business 
that can be obtained through training courses (Al-Ghazali, 1998). 
2.4 The Components of Human Capital 
Human capital or personnel with skills, attitudes, knowledge, motivation and loyalty, are 
the essential resources of state administration and are critical for the effective functioning 
of the state (Simonova, Bruna, & Ilmete, 2011). Furthermore, human capital is 
considered as fundamental in organizations in order to gain competitive advantage. 
Nevertheless, achieving a degree of success depends on knowledge embodied of in the 
institution, which consists of skills, abilities and the knowledge that embedded of the 
staff of the institution‟s (Igbokwe-Ibeto, Chukwuemeka, & Okechukwu, 2014). Based on 
the  literature review of some previous studies  on the various  definitions of the concept 




capital includes skills, experience, knowledge and innovation, is adopted in this study. 
Hence, these components are most essential for individuals to do their work effectively as 
required by their organization. The following sections discuss these components. 
 
2.4.1 The Component of Knowledge  
With regards to knowledge, the durability and strength of a structure is essentially 
dependent on its people, capital and material, Knowledge plays a crucial role. In the 
competitive environment there is also a vital role for knowledge (Mursaleen et al., 2015). 
In addition, Murray and Peyrefitte, (2007) argued that knowledge is considered as the key 
component in order to achieve competitive advantage because knowledge is inimitable 
resource. Moreover, there is a direct impact on efficiency through the accumulation of 
knowledge and human capital.  
 
Another aspect, in developed countries is increased GDP growth and staff training have 
directly raised the quality of work life (Carmeli, & Schaubroeck, 2005). In addition, there 
is a saying that knowledge is power, which means that individuals who have knowledge 
perform their tasks better than that knowledge requires, so, we can say that individuals 
who have education perform their tasks efficiently and easily compared to others who 
have less education or are uneducated (Van Vugt, 2006). In relation to that, knowledge 
management delivers benefits to the organization itself, practice communities and 
individual staffs. Therefore, this three dimensional capability of knowledge management 
helps to confirm the importance of knowledge management nowadays (Dalkir, 2013). 









The Major Three Elements of Knowledge Management  
Source: Dalkir (2013) 
 
On the other hand, the management of knowledge refers to how individuals and 
organizations reach various knowledge sources, and how it is organized and stored in 
order to be used to fulfill the objectives. Therefore, there are three basic elements of 









The Three Knowledge Management Elements  












Based on the above three knowledge management elements, the first element is people, 
which mean the skills that are needed to understand the job, the second element is 
technology, which means to accessing, exchanging and organizing knowledge and 
information by understanding the best ways to use technology, the third element is 
processes, meaning that organizations must apply processes that support their aims 
(Ingram, 2010). 
 
Furthermore, knowledge management for organizations is important through their 
contribution to the provision of products and services, it is therefore the key to 
competitiveness of the organization as well as to improved organizational performance 
(Uit Beijerse, 2006). Consequently, there is a life cycle of knowledge management gives 
evidence about implementing knowledge management in efficiently of organizations, so 
the individual in charge needs to follow this guide closely (Sagsan, 2006). The life cycle 













        














The Life Cycle of Knowledge Management  
Source: Sagsan (2006) 
 
 
Based on the above life cycle of knowledge management, the first phase requires 
discovering and creating of knowledge in the organization, in other words a focus on 
department, group and individual, because creating knowledge in the organization leads 
to auditing or sharing knowledge. Accordingly, after creating the knowledge, implicit and 
explicit knowledge is included in services and products of the organization. In contrast, 
explicit knowledge refers to information, academic or technical data which is explained 
 





4 Knowledge Using 
































in official language such as, mathematical expressions, manuals patents and copyright. 
Implicit or tacit knowledge is gained by individuals through practical experience, and 
thus is considered as a personal form of knowledge (Sagsan, 2006). In the second phase, 
knowledge is exchanged through the interaction of individuals and groups in the 
organization as follows: organizational learning, official social networking, unofficial 
social networking, communities of practices, working as one team and official 
technological events, such as teleconferences, mobile communications, videoconferences 
and e-mail (Sagsan, 2006). There are two types in this phase: the first is social 
communication, this requires effective interaction of workers, it is informal, and moves 
from the bottom up and up in suitable positions level in the organizational (Miller, 1999). 
The second is technical communication via extranets, intranets, and web-based networks 
(Sagsan, 2006).  
 
In the third phase, the knowledge structure is based on classifying information and data 
into certain types of classification tools and this information is retrieved in a timely 
manner. Three element are necessary for knowledge structuring: firstly, information 
mapping that illustrates the sources of information of the organization and what the 
participant knows, secondly, refers to the electronic memory of the organization which 
consists of knowledge stores for instance, data stores, centers of information and 
databases, and thirdly, it refers to the most important factor of knowledge structuring i.e., 
retrieval of information (Sagsan, 2006). In the fourth phase, knowledge using, where 
there are three reasons to use knowledge: first, knowledge can be used to identify the 




knowledge can be used to market and design the products, and third, knowledge plays an 
important role in the quality of services of organizations (Sagsan, 2006). The fifth and 
final phase, i.e., knowledge auditing, refers to the lifecycle of knowledge management 
and the ability to   process information in organizations. In other meaning, the amount of 
knowledge and information generated, stored, used and shared in an organization in a 
specific period of time that can help to identify the level of information management in 
the organization. In addition, the other important element about auditing an organization 
is measuring the intangible intellectual capital for example: knowledge, skills and 
information, which can be powered by an organization to produce an asset equal to or 
more important than capital, labor and land (Sagsan, 2006). 
 
Moreover, in this regard, for more than a decade, knowledge management has been used 
as an aspect of administrative innovation on the basis of describing it as a system, where 
we can identify the tools, practices, and principles that make it unique. As a result, new 
categories and concepts have emerged to help understand the several necessary ways by 
which organizations use knowledge to create value. Figure 2.6 shows the various 






















The Various Disciplines of Knowledge Management 
Source: Dalkir (2013) 
 
 
On the other hand, according to, Sundiman, et al. (2013) based on what has been 
reviewed above on knowledge management, there a timeline of knowledge management 
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The History of Developmental Stages of Knowledge Management 
Source: Dalkir (2013) 
 
Consequently, it is worth noting that organizational knowledge is an integral part of 
common and routine tasks as well as is embraced and embodied in employees, 
procedures and guidelines encoded (Omotayo, 2015). 
 
2.4.2 The Component of Experience  
With regards to experience, it is considered as a very necessary human capital 
component, particularly for organizations which need specific knowledge or broad range 
regarding technology and functions used. Logically more experienced staff will provide 






















(Mariz-Pérez, Teijeiro-Alvarez, & García-Alvarez, 2012). In addition, previous studies 
have illustrated that human capital includes accumulated work skills and experience of 
individuals who contribute to the performance of the business. This means that skills and 
experience of individual staff of the organization provide the organization with a 
combination of abilities that makes it an out of choice organization (Lafuente, & 
Rabetino, 2011). In relation to that, previous studies such as Bosma, Van Praag, Thurik 
and De Wit (2004) and Schutjens and Wever (2000) have shown the importance of 
experience as a complement part of human capital which contributes to the growth of the 
organization. This is consistent with the idea that skills and experience are positive 
indicator of organizational performance. 
 
2.4.3 The Component of Innovation 
With regards to innovation, in the delivery of services innovation indicates the openness 
of the organization to change and accept new ideas based on of skills, management 
systems, new technologies and resources (Johnston, & Clark, 2001). Currently, the public 
sector has realized that there is a need for innovation (Kumar, & Rose, 2012). Hence, the 
ability to innovate means that the public sector is already producing useful or new ideas 
to enhance the public services provision or the creation of new products (Lee, & Choi, 
2003). In addition, in the public sector, innovation is considered as hugely necessary due 
to the increasing demands from the community because of globalization and dynamism in 
the world. These demands can only be met via innovations (Moore, & Hartley, 2008). 
Moreover, states, organizations and individuals recognize increasingly that high levels of 




training and education as they continue to work. Hence, human capital drives the delivery 
of services and production of goods and new innovations (Seleim, et al., 2007). 
Consequently, human capital is considered as an important element due to it being a 
source of strategic renewal and innovation (Bontis, 1998).  
 
Moreover, in relation to that, innovation in providing services is considered as very 
important due to speedy predilection for changes and the emergence of several types of 
clients with various values, patterns and tastes. In addition, the service organizations use 
innovation in order to deliver products and services in an effective and cost saving way, 
deliver value to clients, enhance delivery of services, raise profitability and speed up the 
rate of profitability and growth of services (Chen, Tsou, & Huang, 2009). 
 
Furthermore, services innovation gives value to the organization which leads to strategic 
advantages (Storey, & Kahn, 2010). Moreover, innovation is considered as the basis for 
identifying and using opportunities to create new services, work practices and products 
(Wang, et al., 2008). Likewise, in the public sector, innovation assists in addressing the 
challenges maximizing capabilities using resources to create value, and encouraging 
more involvement. It fosters an open culture in government and raises its legitimacy and 






On the other hand, the cyclical process of innovation in delivery of services involves the 
startup process (initiation), communication, management and effect on clients, as shown 












Process of Innovation in Delivery of Services 
Source: Ledimo and Martins (2015) 
 
Based on the above process of innovation in delivery of services, the cycle starts with the 
first step, namely initiation of delivery of services, it consists of creating culture for 
continuous improvement in services. In this stage, innovation is important because it 
focuses on creativity which is the main factor for creating new channels for delivery of 
services (Chen et al., 2009). The second step, is communication, the objective of this step 
is to create obvious and common understanding about the concept and nature of services 
that will be delivered through the provision of suggestions and new designs by employees 
and managers (Ledimo, & Martins, 2015). The third step, is management, the goal of this 
Process of innovation 
in delivery of service 
(1) Initiation 





step is to facilitate leadership and support innovation in the delivery of services as it 
includes deployment of specialization and development of knowledge in the organization 
to provide new products, new ideas or new processes (Chen et al., 2009). The aim of the 
fourth step, is the effect of innovation on delivery of services on clients, where the clients 
satisfaction is considered a necessary element for improving the delivery of services 
(Sijbom, Janssen, Van Yperen, 2015). According to, Afuah (1998) said that innovation is 
new knowledge through the integration of processes, services and products according to 
administrative, technological and market characteristics. The details of general ranking of 









General Ranking of Innovation  
Source: Afuah (1998)  
 
2.4.4 The Component of Skills 
With regards to skills, there is no doubt that an effective and skilled workforce is 
considered as one of the most necessary tools to achieve the goals of the organization as 
it plays a role in rising or declining the productivity of the organization (Emmanuel, 





















how to implement a specific function, and the ways to communicate politely with others. 
Skills can be obtained by work training or formal learning such as vocational training 
(Khayinga, & Muathe, 2018). Besides, in service organizations, human capital is more 
likely to lead to innovations in services through the use of skills to improve prevailing 
methods and create new knowledge.  
 
Moreover, in service organizations the skills, knowledge, abilities and creativity of staff 
are used to generate efficient and unique services that are difficult to replicate (Skaggs, & 
Youndt, 2004). In relation to that, skills are important for every kind of activity it can be 
developed in people, through training. Training and skills can allow structural changes 
and economic growth, and vice versa, in case of the absence of skilled workers (Hulten, 
2017). 
 
In relation to that, training of employees raises the capacity of staff and gives them the 
advantages of competition. Good training can enhance and improve professional skills 
and character of personnel. The benefits from training are not limited to management, the 
organization and the staff, it is also for consumers, through the quality of services and 
products they consume (Gazija, 2011). Some staff training benefits are as illustrated 




















The Benefits of Staff Training   




Based on the above Figure 2.8 about some benefits of staff training, it can be seen that 
staff training increases the fun of working. After training   staff recognize the significance 
of their work which will be reflected in the performance of work. Staff find themselves 
qualified, and this leads to self respect. Hence, training, practical experience and 
knowledge help staff to effectively resolve problems and achieve higher productivity 
(Gazija, 2011). 
 
On the other hand, it is therefore obvious that organizations need staff with experience, 
skills, and knowledge, and expertise in their professional fields for the purpose of 
performance improvement and achieving organizational objectives. This is important for 
The benefits of staff training 
Benefits to staff Benefits to Management Benefits to organization 
Organization 
-Raises the fun of 
working 
- Raises skills and  
   knowledge 
- Raises self respect and 
  development 
- Achieves the aims of 
  personal   
- Resolve the problems 
- Rises productivity 
     
- Helps evaluate the  
   performance of staff 
- Helps to maintain  
   standards and systems 
- Helps identify staffs for  
  advancement and 




- improves income 
- Reduces accidents 
- Helps in development  
  of the organization 





success in the long term. Failure to develop human capital through training could expose 
the organization to greater risks (Du Plessis, 2016). 
2.5 Human Capital Definition  
Human capital means a human being with its central role in each organization that forms 
the basis for the creation of capital an enterprise (Meszek, 2015). Human capital is 
considered a strategic asset that can enhance values of the organization and competitive 
advantage. Human capital is scarce, but of great value and difficult to replace or duplicate 
(Verma, & Dhar, 2016). In addition, human capital is the integration of the general 
outlook on work and life, innately inherited values and experience and academic 
qualifications. It is a mix of managers‟ and workers, skills, attitude competencies, 
experience and knowledge (Hudson, 1993). Different definitions of human capital are 
available in the literature. A summary of the definitions of human capital is given below 




Human Capital Definitions 
Author (Year) Definition  
Manes Rossi, Citro and 
Bisogno (2016) 
Human capital is considered as knowledge, competences, 
abilities and aptitudes of civil servants through all aspects 
relating to the readiness in to achieve of the aims of the 
organizations. 
 
Komnenic and Pokrajic 
(2012) 
 
Human capital includes not only explicit and implicit 
knowledge of staff but staff' efficiency, capabilities and 








Table 2.4 Continued 
Seleim and Khalil 
(2011) 
 
Halim (2010) and Li  
and Chang (2010) 
Human capital refers to group of innovation, experiences, 
skills and the knowledge of the staff. 
 
Human capital refers to creating value added processes by 
the employees, including employee motivation, leadership 
ability and professional competence, skills, knowledge and 





Human capital refers to the grade of knowledge, creativity 
and notion that is inhabited and used through persons in 
organizations. 
 
Schiuma, Lerro and 
Sanitate (2008) 
Human capital refers to behavior of employees, intellect, 
talent, skills, knowledge, and attitude and their 
relationships.  
 





Human capital refers to abilities, experiences, knowledge 
and skills of individuals. 
 
Human capital refers to the total skills, capabilities, tacit 
knowledge, and the workers‟ experience. 
 
 
Based on the above review of some previous studies on the different definitions of the 
concept of human capital, the definitions by Halim (2010), Li and Chang (2010), Cabrita 
and Bontis (2008) and Edvinsson and Malone (1997), in one way or the other, are similar 
in terms of including the elements of experiences, knowledge and skills. Manes Rossi, et 
al. (2016) focused on knowledge, competencies, abilities and aptitudes. Komnenic and 
Pokrajic (2012) focused on competencies (skills and knowledge). Subramaniam and 
Youndt (2005) focused on knowledge, creativity and ideas, while Schiuma et al. (2008) 
focused on attitude besides skills and knowledge. Consequently, all the above scholars, 




(1986) argued that the basis of innovation is in identifying and using the opportunities to 
create new services, work practices and products. Moreover, service innovation gives 
value to the organization which leads to strategic advantages for it (Storey, & Kahn, 
2010).  
 
In contrast, the definition of human capital by Seleim and Khalil (2011) includes 
innovation, besides skills, experience, and knowledge. These elements are very essential 
for individuals to do their work effectively as required by their organization. 
Furthermore, this is confirmed by the findings of Prajogo and Oke (2016), which 
concludes that human capital is important as a resource in terms of leveraging on it to 
achieve innovation in service. In this sense, the demands from the community can be met 
by different innovations (Moore, & Hartley, 2008). Accordingly, the operational 
definition of human capital as stated by Seleim and Khalil (2011), i.e., consisting of 
innovation, experiences, skills and knowledge of the staff is adopted in this study.  
2.6 Measurement of Human Capital 
It is important that organizations measure their human capital for the following reasons: 
first, measurement helps formulate strategy by identifying the main competencies in 
human capital, paying attention to them and using them to create competitive advantage, 
and second, to appraise the execution of strategy (Marr, Gray, & Neely, 2003).The 







Dimensions of Human Capital 
Authors No. of Dimensions Dimensions 
Prajogo and Oke (2016) unidimensional  Human capital. 
 
Verma, and Dhar (2016) unidimensional  Human capital. 
 
Han  and Li (2015) unidimensional  Human capital. 
 
Augusto Felício, et al. 
(2014) 
 
4 Knowledge, Experience, 
Professional proficiency 
and Cognitive ability. 
Seleim and Khalil (2011) unidimensional  Human capital. 
 






and professional skills. 
  
Cabrita and Bontis (2008) 
 
unidimensional Human capital. 
 
Subramaniam and Youndt 
(2005) 
 
unidimensional Human capital. 
Bontis  (1998) unidimensional  Human capital. 
 
 
Some of the previous studies on the dimensions of human capital are as follows: Augusto 
Felício, et al. (2014) focused on four dimensions: knowledge, experience, professional 
proficiency and cognitive ability. The element of innovation is not included. Similarly, 
Wang, et al. (2008) researched eight dimensions open-mindedness/vision, experiences, 




background and professional skills. They added that all these dimensions are important 
for the banking sector, whereas, this study is focused on the public services sector. 
 
On the other hand, unidimensional studies were conducted by Prajogo and Oke (2016), 
Verma, and Dhar (2016), Han, and Li (2015), Cabrita and Bontis (2008), Subramaniam, 
and Youndt (2005) and Bontis (1998). In general, all those dimensions are considered 
close to each other in terms of including the three elements that are widely accepted by 
many scholars in the field of human capital namely skills, experience, and knowledge. 
But all those previous studies have not mentioned the element of innovation clearly.  
 
Accordingly, this is confirmed by Prajogo and Oke (2016) who concluded that human 
capital is important as a resource in terms of leveraging innovation in services. Further, 
human capital is considered as an important element due to it being a source of strategic 
renewal and innovation (Bontis, 1998). Innovation in service gives value to the 
organization which leads to strategic advantages for it (Storey, & Kahn, 2010). Moreover, 
innovation is considered as the basis in identifying and using opportunities to create new 
services, work practices and products (Wang, et al., 2008). In this sense, in service 
organizations the skills of frontline staff, knowledge, abilities and creative human capital 
can be used to generate efficient and unique services that are difficult to replicate 






Based on the above discussion, Seleim and Khalil (2011) explained the dimension of 
human capital which includes innovation, besides skills, experience, and knowledge. 
These components are the most essential elements to be possessed by individuals for 
them to do their work effectively as required by their organization. This is confirmed by 
Bontis (1998) who argued that human capital is about strategy renewal and innovation. 
Importantly, this study is based on citizens' complaints regarding the performance of 
public services. Accordingly, Minelli and Ruffini (2018) argued, that these complaints 
are considered essential in terms of their ability to overcome the problem of poor 
performance in services delivery.  
 
Moreover, the questionnaire items for human capital were adapted from the study by 
Seleim and Khalil (2011). Their items are clearer than other studies, as they provide the 
overall dimensions of skills, experience, knowledge and innovation. All of the items were 
adapted from the main source that was developed by Bontis (1998). Consequently, the 
unidimensional human capital by Seleim and Khalil (2011) using the components of 
skills, experience, knowledge and innovation is the focus of this study in order to 
examine the relationship between human capital and public services performance. 
 
2.7 The Important of Human Capital to Public Services Performance 
The confirm of importance of delivery of public services because they constitute the  
infrastructure of state building in terms of making states visible to their citizens, hence 
often form the main tangible connect between the government and its people. Public 




interdependence between citizens and the state (Van de Walle, & Scott, 2009). Logically, 
if individuals are better trained and better educated, it is likely to ensure greater benefits 
and productivity for the organization (Mahmood, & Azhar, 2015). 
 
During the previous decade, the governments of developed countries have made efforts to 
improve and enhance the quality and efficiency of the services delivered to the people, 
while decreasing the costs (Foley, 2008). In Bahrain there are efforts as in other countries 
to enhance the effectiveness and efficiency of government performance. The 
government's program for the years 2015-2018 indicates the strategic priority to enhance 
the effectiveness and efficiency of government performance. In addition, the program 
aims to develop and improve the ability to provide services in the public sector which are 
efficient, effective and speedy, as well as improve and simplify procedures (Bahrain 
News Agency, 2015).  
 
Consequently, the importance of human capital is considered as a comprehensive 
concept, through skills, knowledge, productivity, formal training, education, and 
expertise of individuals, as well as, the abilities of individuals in teamwork, problem 
solving, learning, management and leadership, and innovation, all these factors are the 
basic resources and assets that represent the value of an organization (Schiuma, et al., 
2008). Also, human capital is about strategy renewal and innovation (Cabrita, & Bontis, 
2008). Besides, human capital is the basis of intellectual capital, and is considered a 




capabilities, and attitude with respect to enhancing performance (Chen, Zhu, & Xie, 
2004). 
 
Public service are considered as the major tool for governments to implement the 
different policies of national development and service delivery in the field of health, 
community development, education and transport as well as maintenance of law. An 
effective public service depends on a good interface between the political and 
administrative leadership to ensure that polices are properly implemented and formulated 
(Dzimbiri, 2016).  
 
Consequently, the management of human capital is considered as a high significant in 
order to create an environment for high work performance. Organizations need to manage 
their human capital starting from staffing to development to retention, and by including 
the right people who have right skills at the right time. Staff should be given the right 
position and rewarded with incentives to perform the right function in a suitable 
environment more effectively in the organization (Nicol-Keita Grace, 2013).  
 
Public sector organizations tend to be the biggest employers, because employment in the 
public sector is usually described as being labor intensive, as the performance of workers 
of the public sector is critical to services delivery. The services delivered by public 
organizations affect the life of people from birth until death, through the years of 
childhood and teenage years and throughout adult life (Knies, Boselie, Gould-Williams, 




Public administration is considered as the main mechanism to sustainably enhance the 
condition of people through provision of basic services. Hence, when public 
administration is weak, the community suffers (Kuye, 2014). Ramirez (2010) said that 
human capital has special features in the public sector. Providing services that are 
effective, equitable and efficient and that meet the perceptions and expectations of 
citizens is one of the most important functions of public organizations (Boyne, & Walker, 
2010). 
 
The effectiveness and quality of the public sector are affected by various factors, such as 
experience and information of staff (Wiig, 2002). Likewise, modernization of the public 
sector will not be effective without the commitment and involvement of human capital. 
Hence, human capital is a comprehensive concept, a basic resource and an asset that 
represents the value of the organization (Schiuma et al., 2008). Also, human capital is 
about renewal of strategy and innovation (Cabrita, & Bontis, 2008). 
 
On the other hand, based on the literature review, it is found that the public sector 
contributes a significant proportion (to GDP) in most economies (Guthrie et al., 2014 & 
Dumay et al., 2010). At the same time, the public sector depends strongly on the 
generation and employment of capabilities and knowledge in the delivery of its services 
(Cuganesan et al., 2012). Furthermore, human capital has become a main factor for 
success and for sustained performance of organization.  For any organization, it is 
important to maximize performance results, by optimizing the use existing resources 




Also, the organization has risks in terms of revenue erosion, poor customer service and 
missed market opportunities, if talented employees are not deployed where they are 
needed (Phillips, & Gully, 2014). In addition, services can only be provided by 
individuals who are qualified, competent and experienced, which are all dimensions of 
human capital. This means that human capital is a crucial factor for successful services 
delivery (Skapska, & Samul, 2015).  
 
Based on the literature review, the role of human capital is considered very important for 
increasing organizational performance, competitiveness and productivity. There is no 
doubt that efficient manpower with skills is considered one of the tools necessary to 
achieve organizational aims and high productivity. Hence, it can be seen that the 
indicators of human capital can improve organizational performance both indirectly and 
directly (Alipour et al., 2012). 
 
2.8 Previous Studies on Human Capital and Organizational Performance based on  
      the Private Sector 
 
The majority of the previous studies in various countries have focused on the relationship 
between human capital and organizational performance from the perspective of the 










Previous Studies between Human Capital and Organizational Performance in the Private 
Sector  
Authors Years Country Title  
Chigozie, et al. 2018 Nigeria Human capital and organizational 
performance. 
 
Suzete et al. 2017 Brazil Human capital and organizational 
performance. 
 
Ali, and Sharif 
Chaudhry  
2017 Pakistan Human capital and organizational 
performance. 
 
Afrah,  2016 Somalia Human capital and organizational 
performance. 
 
Zlate and Enache 2015 Romania Human capital and organizational 
performance. 
 





2015 Pakistan Human capital and organizational 
performance. 
 
Augusto Felício, et 
al. 
 
2014 Portuguese Human capital, social capital and 
organizational performance. 
Michael and Zaid 2014 Nigeria Human capital and organizational 
performance. 
 
Yen,  2013 Taiwan Human capital, social capital and 
organizational performance. 
 
Lin, et al.  2012 Taiwan Human capital and organizational 
performance. 
 







Table 2.6 Continued 
Jamal and Saif 2011 Pakistan Human capital and organizational 
performance. 
 
Wang, et al. 2008 Taiwan Human capital and organizational 
performance. 
 




2.9 Previous Studies on Human Capital and Organizational Performance based on   
      the Public Sector 
 
In contrast, very few previous studies have been conducted in various countries on the 
relationship between human capital and organizational performance from the perspective 
of the public sector, as shown in Table 2.7 below. 
 
Table 2.7 
Previous Studies between Human Capital and Organizational Performance in the Public 
Sector 
Authors  Years Country Title  
Majid, et al.  2017 Malaysia Human capital and organizational 
performance. 
 
Du Plessis 2016 South 
Africa 
Human capital in local government 
municipalities. 
 
Jacobson and Sowa 2015 USA Strategic human capital in Colorado 






Based on the review of literature in various countries in both private and public sectors 
on the relationship between human capital and organizational performance, it is found 
that the vast majority of previous studies are on the private sector; while very few are 
available on the public sector. Consequently, the relationship between human capital and 
public services performance in the public sector, in particular, has not been examined.  
Thus, there is a need for more attention to be given through a systematic study on the 
impact of human capital on public services performance in the public sector. Moreover, 
there is no study on human capital and public service performance in the public sector of 
Bahrain. 
2.10 Accountability  
In recent years there has been an increase in dissatisfaction with the performance of 
public services, particularly in developing countries (Mundial, 2004). There are many 
explanations for this phenomenon, but one that has aroused interest among policy and 
academic circles is that it is caused by a relative lack of accountability in public 
administration environment (Siddiquee, 2005). In addition, accountability puts pressure 
on the main actors responsible for guaranteeing good performance of public services 
(Paul, 1992). Accountability of public sector employees is a significant issue for all 







Accountability means that individuals and organizations must have the ability to describe 
their activity to others in a justifiable and transparent manner (Ngulube, 2004). In this 
regard, the notion of accountability includes two distinct phases, enforcement and 
answerability. Answerability indicates the government obligation, its public officials and 
organizations to deliver information for actions and their decisions to justify them to the 
public. For the purposes of accountability, institutions are entrusted with oversight. 
Enforcement means the accountability of responsible institution to punish the offending 
party or address offending behavior (Adejuwon, 2012). 
 
From another aspect, there is increasing recognition by policymakers that measurements 
of inputs and outputs alone is not adequate in delivery of services.  Hence, for the public 
good, governance plays the important role in the process of reforms aimed at improving 
outcomes in delivery of services, such as: improved outcomes of learning and status of 
health, and so on. For the purposes of analyzing accountability, World Bank (2003), 
identifies a framework for relationships of accountability between policy makers, 




















Relationships of Accountability 
Source: (Diagne, et al., 2012) 
 
Based on the above Figure 2.11 about relationships of accountability, it can be seen that 
accountability operates through two routes: first, the long route, where policy makers 
have been elected by citizens who impact the delivery of services by providers, and 
second, short route where citizens can impact directly by supervising and / or 
participating in delivery of services, through providers. For all accountability routes to 
effectively work, the levels of citizens satisfaction with efficiency and the quality of 






                             Voice                                                        Compact 
 
Long route of accountability 
                                                              
                                                               Short route  
 





















With regards to accountability from the Islamic perspective, every Muslim has an 
“account” with God all actions and inactions are recorded, whether bad or good, for 
which they will be held accountable. Hence, in Islam, the principle of accountability is 
derived from the Holy Quran. In fact, accountability is a basic message of Islam that 
applies to the person, and social and political. It is clear that the Islamic view of the 
principle of accountability is applicable to all as it is comprehensive. Moreover, in Islam 
accountability means that people are accountable before God and their success in the 
afterlife depends on their performance in this life (Afifuddin, & Siti-Nabiha, 2010). 
 
Historically, accounting and accountants have played an important role in the Islamic 
community. Accountants known as “al-katep” or “Katep Al-Mal” occupied a prestigious 
position in community, business and government. The other titles for accountant are book 
keeper and accounts clerk (Zaid, 2000). 
 
On the other hand, the evidence from the Holy Qur‟an, according to, Lewis (2006), as 
described in the Holy Qur‟an is God mentions the word, account, more than eight times 
in different verses as a source of accountability, for example: (Al-Baqarah: Verse 225) 
“Allah will not call you to account for that, which is unintentional in your oaths, but He 
will call you to account for that which your hearts have earned, and Allah is Oft 
Forgiving, Most Forbearing”. Another verse, (Al-Baqarah: Verse 284) is “To Allah 
belongs all that is in the heavens and all that is on the earth, and whether you disclose 
what is in your own selves or conceal it, Allah will call you to account for it. Then He 




Another verse, (Al-Baqarah: Verse 282) is “Oyou, who believe when you contract a debt 
for a fixed period, write it down. Let the scribe write it down in justice between you. Let 
not the scribe refuse to write as Allah has taught him, so let him write”. 
 
Another aspect, regarding Sunnah, in the time of the Prophet Muhammad (may peace be 
upon him), there was interest in issues of accounting from Muslims and also in the time 
of the direct successors Caliphs Abu Bakar and Umar, the Great as well as al Waleed the 
subsequent caliph, all those caliphs, founded the functions of government review 
(Pomeranz, 2004).   In relation to that, the Prophet Mohammad (may peace be upon him), 
explains and confirms interrelated responsibilities in order to apply true accountability. 
He says that:  be careful that each one of you is a herdsman and everybody is responsible 
for his people. The caliph is the herdsman of the people and must be asked about them 
(Mordhah, 2012). 
2.10.1 Definition of Accountability 
Generally, accountability demonstrates a relationship between two parties, the first party 
is for example, company, group, organization, government, individual, etc,  who is 
indirectly or directly accountable to the other party for something, be it  procedure,  result 
or  output (Walker, 2002). Accountability is the basis for efficiency, effectiveness and 
productivity in any organization (Kwaghga, & Beatrice, 2013). In addition, accountability 
is vital for the government and its organizations in order to provide effective services to 




accountability from the review of literature are available. The summary of the definitions 
of accountability is given below in Table 2.8. 
 
Table 2.8 
Definitions of Accountability 





Accountability is a way to check and make sure the staff act in 
accordance with the instructions and powers granted to them. 
 
Accountability refers that at every level of the hierarchical 
organization, the staff are responsible to their supervisors.  
 
Adegite (2010) Accountability refers to a commitment to work according to the 
standard rules, procedures and criteria set forth in advance and 








Accountability is considered as a control system that can assist 
to improve the efficiency of the economy which limits the scope 
of discretion by public officials. 
 
Accountability is considered as the force that creates pressure on 
the main actors engaged to be responsible to guarantee good 
performance of public services. 
 
 
Based on the above review of various definitions in literature the concept of 
accountability is as follows: the definition by Deininger and Mpuga (2005) is that 
accountability helps to improve the efficiency of the economy, as well as limit the scope 
of discretion of public officials, that in turn helps to reduce corruption. This definition is 
considered as more comprehensive than the other definitions in terms of including the 




On the other hand, the definitions mentioned by scholars such as, Ray (2012), Ssonko 
(2010), Adegite (2010) and Paul (1992) focus on accountability as a way to check and 
ensure that rules and instructions are followed according to procedures and criteria set 
forth in advance and an audit is carried out on staff and the main actors. The definition by 
Paul (1992) considers accountability as a pressure tool on the main actors engaged to be 
responsible for guaranteeing good performance of public services. Hence, this is in line 
with the objective of this study in terms of creating mechanisms that seek to enhance and 
improve public service performance.  
 
Furthermore, this is confirmed by Minja (2013) who argued that accountability is an 
essential way to improve the quality of public services, and at the same time, restore 
confidence of citizens in the government. Makanyeza, et al. (2013) said that one of the 
main strategies that must be taken to get better delivery of services is by enhancing the 
accountability system. Consequently, the definition by Paul (1992) is that accountability 
is a force that creates pressure on the main actors engaged to be responsible for 
guaranteeing good performance of public services. Thus, the operational definition of 
accountability by Paul (1992) is the main focus in this study. 
2.10.2 Measurement of Accountability 
Measurement of accountability can be categorized into several types. On a broader level, 
it is categorized into two types, internal and external. Internal is about ethics and 
professional values for public officials, as well as all levels of the hierarchy within the 




their actions that are carried out and performance that achieved (Siddiquee, 2005). The 




Dimensions of Accountability 
Authors No. of 
Dimensions 
Dimensions 
Harryanto  (2012) 2 Financial report and 
performance report 
available to the public.  
   
Caseley  (2003) 2 Engagement and 
responsiveness. 
 
Wikhamn and T. Hall (2014) unidimensional Accountability. 
 




Okpala (2012) unidimensional Accountability. 
 
Hall, Zinko, Perryman and Ferris (2009) unidimensional Accountability. 
 
Hochwarter, Ferris, Gavin, Perrewé, 
Hall and Frink (2007) 
 
unidimensional Accountability. 
Hall, Royle, Brymer, Perrewé, Ferris, 
and Hochwarter (2006) 
 
unidimensional Accountability. 










Based on the above review of some pervious studies on the dimensions of accountability, 
the dimension by Harryanto (2012) focuses on financial report and performance report as 
a basis for measurement. Financial perspective is considered a different measurement and 
not in line with this study. Similarly, the dimensions by Caseley (2003) comprise two 
aspects. The first is engagement, where mutual relationship is required for them to be 
effective. The second is the extent of responsiveness to take actions. This is also, 
considered a different measurement and not in line with this study. 
 
On the other hand, the dimensions by Wikhamn and T. Hall (2014), Hochwarter, et al. 
(2014), Hall, et al. (2009), Hochwarter, et al. (2007), Hall, et al. (2006), Hochwarter, et 
al. (2005) and Hochwarter, et al. (2003) are considered similar in terms of being 
unidimensional. All these previous studies have reviewed the accountability dimension 
through individual perspective, in terms of focus on satisfaction and job performance of 
individuals. For instance, I am held accountable for my actions at work, I often have to 
explain why I do certain things at work, and Management holds me accountable for all of 
my decisions. Hence, the unidimensional concept as discussed above cannot measure 
perceptions and impressions of citizens about the effectiveness of accountability on 
public services performance. 
 
In contrast, it is obvious that the study by Okpala (2012) focuses on accountability as one 
dimension that includes citizens‟ perceptions about effectiveness of accountability on 
public service performance. Hence, this is in line with the scope of this study to measure 




same time, it is consistent with items included in the questionnaire of this study.  This is 
also confirmed by Tilbury (2006) who argued that the nature of accountability in terms of 
a narrow focus on financial accountability has changed to a wider focus on performance 
reports and performance measurement through management accountability. 
Consequently, the main focus of this study is based on the unidimensional study by 
Okpala (2012). 
2.10.3 Accountability and Public Services Performance 
At the present time, the governance of the public sector is a global issue due to 
continuous failure, corruption, inefficiency, fraud, weak financial management and 
internal control. Hence, globally the public sector has come under pressure to justify the 
use of public resources, and to improve their performance in the delivery of public 
services. Hence, in the public sector, it is very important to understand the way to 
improve accountability (Aziz, Ab Rahman, Alam, & Said, 2015). On the other hand, 
governance will be effective if the accountability of governmental agencies and their 
capability to work is also effective and efficient. To enable government agencies to 
correctly function, the government must be responsible, in ensuring access to information 
that is credible and in the public‟s better interests (Ngoepe, 2004). 
 
In relation to that, in the public sector, accountability is essential for national 
development. The failure of several governmental organizations has been due to failure to 
monitor work, low level of confidence by citizens and weak governance and leadership. 




technical exercises. Accountability issues include ethical actions and values which 
managers must take to instill and increase confidence (Minja, 2013). 
 
From another aspect, accountability is significant to the government, as it provides a clear 
understanding and finds ways to improve performance (Okpala, 2012). In addition, Ray 
(2012) mentioned that accountability is of great value and the main indicator for the 
political regime in any country of the world. He further added, that over the past years, 
especially in developing countries, there is a growing resentment with bureaucracy. This 
phenomenon, namely absence of accountability in the public sector, has attracted great 
interest (Siddiquee, 2005). Moreover, accountability is considered necessary for efficient 
performance of the public sector. Hence, officials need to demonstrate that they are 
performing their responsibilities in the best possible way, as well as using the available 
resources efficiently and effectively (Adejuwon, 2014). 
 
Thus, the citizens must be able to validate government procedures through actions taken 
to correct any unethical, unjust or illegal activities or behavior. Ray (2012) said that 
accountability is important to ensure proper functioning and performance of public 
services. At the same time, monitoring the behavior of public servants is essential to 
make sure they do not abuse the power granted to them. Accountability is considered a 
key and important factor for the control of administrative and political power holders. 





Moreover, Bossi, Fuertes and Serrano (2005) stated that the modern public sector 
management boasts of public attention and service quality, which justifies taking into 
consideration intellectual capital contributions. Furthermore, Omotoso (2014) stated that 
accountability is considered as the distinct feature for effective delivery of services. 
Therefore, in any government in the world, the public sector has an important role in the 
development of the country. Moreover, accountability is important for ensuring 
efficiency of performance, and it is a monitoring device in society and helps the public, 
consumers and citizens to get better services (Tunde, & Omobolaji, 2009). 
 
To address these issues and implement laws and regulations in the public sector of 
Bahrain, Decree No.16 in the year 2002 established the National Audit Office, to conduct 
financial audit of state funds and bonds, including administrative aspects. 
 
However, only a few studies have focused on accountability as a moderating variable in 
the human capital and public services performance relationship. For instance, Rus, et al. 
(2012) found that accountability is considered as a strong tool to prevent personal 
interests. Wallace et al. (2011) found that accountability leads managers to feel a high 
sense of accountability. Demirer, et al. (2008) showed that accountability is a key factor 
for staff empowerment. Frink and Ferris (1999) proved that there is a different response 
to accountability by individuals. Moreover, Wallace, et al. (2011) said it would be 






2.11 The Logical of the Expected Moderating Role of Accountability in the           
Relationship between Human Capital and Public Services Performance  
 
Over the last few years, in developing countries, in particular, there has been increasing 
dissatisfaction with public bureaucracy performance (Ray, 2012). In addition, 
accountability is considered a basic value for any political regime in terms of citizens 
having the right to know the actions taken in their interests; also, they must have 
corrective means in case the government has acted unlawfully, and in an unjust and 
immoral manner (Peters, 2007). In addition, accountability is linked to good governance, 
that involves managing public affairs to ensure the realization of human rights besides 
managing public funds, ensuring no corruption, and abuse and in conformance with the 
rule of law (Bhuiyan, & Amagoh, 2011). 
 
On the other hand, the mechanisms of effective accountability can improve the delivery 
of services by providing constructive assessments to motivate policy makers to avoid 
negative external criticism (Olarinmoye, 2011). Moreover, accountability is essential for 
improving the public services quality. The lack of accountability has led to the fall of 
many governments or the failure of citizens to trust their government. This happened 
recently in many North African and Middle Eastern countries (Minja, 2013). In addition, 
accountability and public organizations‟ performance are considered as main aspects of 
the public sector reform process. Hence, accountability and performance improvement 
are key factors, in other words an improvement in the former can improve the latter, 
which means the assumed relationship between accountability and performance is very 




accountability moderates the relationship between human capital and public services 
performance. 
 
2.12 Islamic Work Ethics 
Raga and Taylor (2005) argued that the issue of ethics goes back in time in terms of 
dealing with the personality, behavior and morality of human beings. As it deals with 
both good or and bad behavior, it is evaluated using specific standards and produces 
positive or negative values. They stated that efficiency includes the provision of public 
services that consist of people, transparency, responsiveness, speed of delivery and 
effectiveness. At the same time, it is also for bringing value to the people in society.  
 
Kwaghga (2014) stated that, ethical values, such as courtesy and respect, are important in 
dealings between civil servants and the people. He further stated that respect as an ethical 
standard is necessary as it, involves creating an atmosphere of friendliness for ordinary 
people in the community. He also stressed that civil servants must not obtain special 
privileges for themselves because of their public position. On the other hand, Jalil, Azam, 
and Rahman (2010) said that, in Islam, the word, ethics can be understood in terms of 
Hayy‟a (the practice of good deeds and the state of respect). In addition, work ethics in 
Islam means the expectations of one‟s relationship with regards to his or her behavior at 
work, comprising dedication, responsibility, effort, creativity, social relations and 
cooperation (Rahman, Muhamad, & Othman, 2006). He further added, that basically, one 
could expect to simulate his or her behavior and attitude to be consistent with religion 




Moreover, Islamic work ethics involves consultation and cooperation in work, where by 
it is seen as a method for avoiding mistakes and overcoming obstacles (Yousef, 2001). 
He further said that the engagement in economic activities is an obligation and life 
without work has no meaning. In short, this is Islamic work ethics. It emphasizes that 
innovation and creativity in work are considered as a source of accomplishment and 
happiness (Ali, 1992).  
 
With regards of work ethics from the Islamic perspective, Islamic work ethics was 
established 1,400 years, ago as evidenced in the Holy Quran and proven through the 
words and deeds of the Prophet Muhammad (may peace be upon him), (Ali & Al-
Owaihan, 2008). Islamic work ethics has its origins in the Quran and Sunnah (sayings 
and practices) of the Prophet Muhammad (may peace be upon him). Also, the Holy 
Quran instructs the faithful that involvement and commitment to work, rather than 
dreaming, enable people to realize their goals. Moreover, Islam is a way of life, where all 
values and laws which rule the community of Muslims depend on the Holy Quran and 
Sunnah (sayings and practices) of the Prophet Muhammad (may peace be upon him). At 
the same time, every Muslim should obey the system of values in the Holy Quran. Islam 
is a universal religion and guides people in all walks of life, taking into account the big 







Generally, Islamic work ethics principles concentrate on the relationship between humans 
and God. It delivers guidelines for an organization to improve management practices and 
achieve quality and success in a sustainable way. It also aims to create a harmonious and 
healthy culture of work. In addition, Islam has set guidelines for successful cooperation 
between the employee and employer and his or her colleagues in the place of work 
(Aldulaimi, 2016). 
 
In relation to that, Islamic work ethics is considered as a comprehensive approach to life. 
God says in the Holy Quran (Al- Mulk: verse 15), “He who has made the earth 
manageable for you, so traverse ye through its tracts and enjoy of the livelihood which he 
furnishes: but unto him is the resurrection” (Aldulaimi, 2016). The Holy Quran states 
(Al-Najm: verse 39), “certainly there is nothing for humans unless the things which he 
pursues”. Also, the Holy Quran states (Al-Anam: verse 132), “To all are decreed 
according to their actions”. Moreover, in every aspect of life Islam confirm about the 
ethics. The Holy Quran also states (Al-Imran: verse 110), “you are the better folk which 
has been developed for mankind, you order what is right conduct, preventing what is 
wrong and believe in God”. 
 
The Prophet Mohamed (may peace be upon him) said, the hard job leads to the 
exemption of sins and no one can eat best food than who eats it from his job (Aldulaimi, 
2016). He added, that ethics is the hidden judgment by which God blesses those who 
wear it; hence, ethics is considered as the better judgment for staff. In addition, with 




(Al- Qalam: verse 4), “you are on an exalted standard of character” as well as when 
Aisha (Um Al-Mumeneen, r.a) was asked about Prophet Muhammad‟s (may peace be 
upon him) character, she answered it is a reflection of the Holy Quran (Hashi, 2011). 
 
Furthermore, according to, Ali, (2005), the Prophet Mohamed (may peace be upon him) 
confirms four issues: firstly, the work is the highest way of worship of God, and worship 
has 70 ways, the better of which is to participate in an honestly earned life. Second, he 
explained that job is not punishable if it did not lead to better capacity. Hence, the 
Prophet Mohamed (may peace be upon him) confirms two basic aspects of performance: 
qualification and quality, in this sense, he says, God blesses someone who improves his 
career and God loves the individual who learns exactly how to do his job and do it right. 
Thirdly:  job has a social meaning and dimension; it offers benefits to others, such as: the 
better job is to bring benefit and the better people are the ones who benefit from others. 
Fourthly, through trade and active business participation, the community reaches a boom 
and a reasonable standard of living, “I recommend merchants to you because they are 
conveyers of the horizons and serve God on earth”. 
2.12.1 Definition of Islamic Work Ethics 
Islamic work ethics is required for the integration of religious values in professional life 
(Haider, 2015). It originates from the teachings of the Holy Quran and the Sunnah 
(sayings and practices of the Prophet Muhammad (may peace be upon him). (Ali, & Al-
Owaihan, 2008). Moreover, ethics from the Islamic perspective is a global standard 




Quran and from sayings and practices of the Prophet Muhammad (may peace be upon 
him). (Hashi, 2011). Hence, there are various definitions of Islamic work ethics in 
previous studies. The summary of the definitions of Islamic work ethics is given below in 
Table 2.10. 
Table 2.10 
Definitions of Islamic Work Ethics 
Author (Year) Definition of Islamic work ethics 
Rizk (2008) Islamic work ethics seeks approaches towards work as a 
virtue in the lives of humans. 
 
Ali and Al-Owaihan 
(2008) 
Islamic work ethic refers to a virtue and obligatory activity 
that a person needs for establishing balance in personal and 
social life. 
 
Hayaati (2007) In Islam, the ethics refers to good values and a reflection in 
action, thinking, behavior and soul. 
 
Beekun (1997) Islamic work ethics is a group of ethical principles that 
identify what is wrong and right. 
 
 
Based on the above review of some previous studies on the different definitions of the 
concept of Islamic work ethics, it can be noted that all definitions are similar, in terms of 
considering it as a group of ethical principles in the life of humans, especially in 
professional life. The definition by Ali and Al-Owaihan (2008), “Islamic work ethics 
refers to a virtue and obligatory activity that a person needs for establishing balance in 
personal and social life”, is close to the scope of this study due to its focus on virtues and 
obligatory activities that constitute human capital. Moreover, this is confirmed through 




measurement of staff performance. Besides that, Islamic work ethics can enhance and 
improve staff performance in different ways. Hence, the operational definitions of 
Islamic work ethics in this study are taken from Ali and Al-Owaihan (2008). 
 
2.12.2 Measurement of Islamic Work Ethics 
Islamic work ethics has been measured in previous studies by using 17 items, such as: 
think that laziness is a vice, think that dedication to work benefits, believe justice and 
generosity in the workplace are necessary conditions for society‟s welfare, etc. Table 
2.11 shows the summary of the dimensions of Islamic work ethics obtained via literature 
review. 
Table 2.11 
Dimensions of Islamic Work Ethics 
Authors No. of 
Dimensions 
Dimensions 





Islamic Work Ethics 
 
Imam, et al. (2013) 
 
unidimensional Islamic Work Ethics 
Kumar and  Che Rose  (2010, 
2012) 
 
unidimensional Islamic Work Ethics 




Islamic Work Ethics 
 
 
Rokhman (2010) unidimensional Islamic Work Ethics 
 
Ali and Al-Owaihan (2008) unidimensional Islamic Work Ethics 
 
Yousef  (2001) unidimensional Islamic Work Ethics 
 




Based on the Table above, all dimensions mentioned by various scholars are considered 
similar as they were adapted from the main source that was developed by Ali (1992). 
Moreover, majority of the scholars have used these 17 items. Consequently, the main 
focus of this study is on the unidimensional study by Ali (1992). 
2.12.3 Islamic Work Ethics and Public Services Performance 
In government organizations work ethics plays the role to establish services and public 
administration that would prove disciplined and efficient through instilling values of 
ethical which are capable of blocking weakness and problems in different sides of 
governance (Latib, Abdullah, Othman, & Mat, 2013). In any country, public services are 
considered as a transformational due to the main responsibility of implementing 
programs and delivery of basic services and policies to the public. These objectives are 
achieved typically by implementation of ethical rules of behavior (Agba, et al., 2013). In 
addition, Omotoso (2014) stated that, ethics in the public services is at the heart of 
professionalism and its effectiveness and efficiency. It has an important role in economic 
and social development. He further stressed that ethics is a basic requirement for public 
trust and a cornerstone of good governance and development. He further, added that 
ethics is the hallmark of effective service delivery. Hence, public officials have a 
definitive role to play to ensure accountability, and efficiency of government work. 
 
Moreover, one of the challenges of government and of course the legitimate expectation 
of the citizens of a developing country, such as Bahrain, is that  public services must be 




2002, Section 10, Subsection A. The basic responsibility of the government is to deliver 
services through its public service effectively and efficiently to citizens at suitable prices. 
Furthermore, ethics is important for employees, in the public sector, where it is changing 
constantly via new leadership, socio political development and environmental influences. 
Also, public service ethics refer to how public employees must behave and the exercise 
of judgment and discretion while performing professional work (Raga, & Taylor, 2005). 
 
Public sector staff enjoy the opportunities to do better or vice versa because of the nature 
and privileges associated with their work positions. Therefore, work ethics is crucial to 
the provision of efficient public services (Kumar, & Che Rose, 2012). They added that 
Islamic work ethics is a main input in order to instill good behavior or create value within 
individuals in organizations of the public sector. In addition, Islamic work ethics is 
largely adaptable in the public sector, and puts important psychological and social 
pressure on staff to enhance their obligations in public services delivery (Kumar, & Che 
Rose, 2010). 
 
Based on the results achieved by some previous studies on Islamic work ethics, it has 
been shown that Islamic work ethics is very important and has an impact on the success 
of organizations, and performance of staff and Muslim communities. Hence, these 
previous studies have recommended implementing Islamic work ethics in organizations 





Consequently, to address these issues and to implement laws and regulations in the public 
sector of Bahrain, Decree No.6 for the year 1975 established the Civil Service Bureau in 
Bahrain. This was to develop the civil service by raising efficiency and achieving justice, 
for all civil servants of different levels, representing the civil service bureau. 
 
Moreover, there is lack of research on Islamic work ethics as a mediating variable in 
various areas, including performance. The study by Mursaleen, et al. (2015) on Islamic 
work ethics as a mediating variable, found that Islamic work ethics positively and highly 
mediates the relationship between trust and knowledge sharing. Abdullah, Ali and Jusoh 
(2014) revealed that Islamic work ethics plays a mediating role between intention, salary 
and deed and organizational commitment. Rokhman, Rivai and Adewale (2011) showed 
that Islamic work ethics has a positive and direct influence on work outcomes. Yousef 
(2000) found through a series of regression models that Islamic work ethic mediates the 
relationship between locus of control and role ambiguity. It has also been found that the 
Islamic work ethics does not mediate the relationship between locus of control and role 
conflict. 
 
Based on the above review of various dimensions of Islamic work ethics, it is obvious 
that all the above dimensions are unidimensional. Hence, the unidimensional Islamic 
work ethics by Ali (1992) is the main focus of this study, also the items on the Islamic 






2.13 The Logical of the Expected Mediating Role of Islamic Work Ethics in the 
Relationship between Human Capital and Public Services Performance 
 
In general, Islamic work ethics focuses on the relationship between humans and their 
Creator; Islamic work ethics is a guideline to better performance of organizations to 
enhance administrative practices and to safeguard the quality and success in a sustainable 
way, Hence, it is necessary to effort broadcast Islamic values to improve the quality and 
efficiency of an organization (Aldulaimi, 2016). Besides, Islamic work ethics provides 
the workforce with standards to control them as they try to become the attractive public 
service providers (Ali & Al-Qwaihan, 2008). Organization that adopts an ethical 
framework that helps and guides them to organize their work, can work more efficiently 
and effectively (Abeng, 1997).  
 
Moreover, having staff who are more likely to engage in proactive and positive behavior 
and are ready to exceed expectations in the performance of work, is considered one of the 
effective ways to enhance the efficiency of public services delivery (Ramalu, & Rashid, 
2016). In addition, Islamic work ethics originates from teachings of the Holy Quran and 
the Sunnah and practices of the Prophet Muhammad (may peace be upon him). (Ali, & 
Al-Owaihan, 2008). Also, Islamic work ethics is a main input to instill good behavior or 
create values within individuals (Kumar & Che Rose, 2012).  
 
Islamic work ethics emphasizes on cooperation and counseling is seen as a method of 
overcoming obstacles and avoiding mistakes in order to meet one's needs and find a 




work and creativity as a source of achievement and pleasure (Abbasi, et al., 2012). In 
addition, Islamic work ethics encourages productive work and innovation in each and 
every position of the staff to obtain best performance for a public institution as well as 
personal satisfaction (Ali, 1992; Ali & Al-Owaihan, 2008 & Kumar & Che Rose, 2010).  
 
In this sense, it is expected that individuals in an organization who follow the principles 
of Islamic work ethics have cooperative behavior according to the sayings and teachings 
of the Prophet Mohammed (may peace be upon him). The teachings state that the better 
individuals are those who benefit others (Usman, & Mat, 2017). In addition, innovation 
can be improved via Islamic work ethics, including confidence, truth, harmony, 
flexibility and sincerity. It has been proven that there is a positive relationship between 
Islamic work ethics and the ability of organizations to innovate. In fact, Muslims who 
integrate Islamic work ethics will have a positive attitude to innovation (Mahfoudh, Din, 
& Jusoh, 2016). 
 
Also, staff who embrace Islamic work ethics have more role clarity, thus decreasing work 
stress, and benefitting both organizational innovation and individuals (Yousef, 2000). 
Moreover, Yousef (2001) proved that Islamic work ethics contributes to up work repose 
and relative loyalty, leading to the wellbeing of organizations. Likewise, Rahman et al. 
(2006) deduced, that an individual who is highly sensitive to Islamic work ethics will 
have tendency to be innovative and creative. Therefore, in this study Islamic work ethics 






This chapter summarizes past research and studies that have shaped the variables related 
to this study, which include on human capital and performance in various firms, 
organizations, sectors, and countries around most of the world.  Also, it provides an 
overview of the public sector of Bahrain, as well as the concepts, definitions, dimensions, 
components, and importance of the variables related to this study, the independent 
variable of human capital with accountability as moderating variable, Islamic work ethics 
as mediating variable and dependent variable of public services performance. Chapter 
three discusses the research framework and hypotheses development formulated through 


















RESEARCH FRAMEWORK AND HYPOTHESES 
3.0 Introduction  
This chapter introduces the research framework through a review of previous studies and 
the underpinning theories adopted, which include; the resource-based view (RBV) and 
the contingency theory. In addition, this chapter discusses the role of accountability as a 
moderating variable and Islamic work ethics as a mediating variable in the relationship 
between human capital and public service performance. Besides, the hypotheses that 
explain the relationships between all variables in this study are formulated and discussed. 
 
3.1 Theoretical Framework 
The theoretical framework of this research is shown in Figure 3.1. It includes human 
capital as the independent variable and public services performance as the dependent 
variable. Besides, accountability plays the role of a moderating variable and Islamic work 




















3.2 Underpinning Theories 
This section explains the main underpinning theories used for the research framework. 
These theories include the RBV and the contingency theory. 
3.2.1 Resource-Based View (RBV) Theory  
During the last decade, (the RBV) theory has received much attention in the field of 
economics, organizational theory, strategic management, and intellectual capital 
(Galbreath, 2005). According to Galabova and Ahonen (2011) the RBV has a good 
reputation, due to the contributions of Selznick (1957) and Penrose (1959). They further 
added that resources create competitive advantage, and because of this, competitive 
advantage leads to improved performance.  
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In addition, Abdulai, Kwon and Moon (2012) stated that the RBV is used for explaining 
how a firm‟s distinctive collection of internal resources and capabilities form a 
foundation from which strategies are formulated to create value. Moreover, Clulow, 
Barry and Gerstman (2007) stated that the RBV is a theory used to explore competitive 
advantage and high performance of companies, has found in academic literature. Also, it 
is the principle relationship between consumer value, and competitive advantage and high 
performance.  
 
The aim of this study is to determine the relationship between human capital and public 
services performance.  The variables used in this study are enhanced theoretically by the 
RBV. For instance, human capital is regarded as one of the significant resources for 
competitive advantage (Chahal & Bakshi, 2015). In addition, the main purpose of 
government organizations and the public sector is to meet the needs of the people, 
develop and deliver services, and achieve sustainable competitive advantage through 
effectiveness and efficiency (Mathews & Shulman, 2005). 
 
In addition, the RBV theory provides a rationale for the provision of human capital 
resources (Chidi & Okpala, 2012). Human resources are considered as the most important 
factor to achieve organizational objectives or aims, and at the same time, to earn 
competitive advantage (Barney, 2001). Moreover, the RBV theory opines that the 





Consequently, the RBV theory has been broadly used in research that relates to 
intellectual capital, value creation and performance. In addition, according to the RBV 
theory, organizational resources are the fundamental drivers of organizational 
performance (Conner, 1991). Therefore, the theoretical framework employed in this 
study is based on the RBV theory. 
3.2.2 The Contingency Theory 
The contingency theory focuses on how an organization depends on external factors 
arising from the environment (Fredericks, 2005 & Gresov, 1989). In addition, the 
contingency theory leads to the recognition of the interrelationships within subsystems, 
and identifies the style of relationships between the organization and its environment 
through a configuration of variables (Shepard & Hougland, 1978). 
 
Moreover, there are a several variables of the contingency theory such as strategy, 
culture, structure, technology, environment and people.  All these factors are considered 
as the components of the contingency theory (Tosi & Slocum, 1984). They added that 
over the past 20 years it has been considered that the theory of contingency is a 
significant part of management, in terms of its increasing acceptance as the better way of 
managing and organizing. 
 
In terms of this study, organizational performance is identified through its capability to 
address its contingency factors. The contingency factors here are human capital, public 




relationship between human capital and public services performance is affected by 
several factors, due to, the existence of the mediating variable of Islamic work ethics as 
well as the moderating variable of accountability, which affect human capital on the one 
side and public services performance on the other. Consequently, the objective of this 
study is to determine the role of human capital in improving and enhancing the 
performance of public services. Therefore, this theory is chosen as one of the suitable 
theories which has an impact on the variables of this study and at the same time, it 
underpins this study. 
3.3 Hypotheses Development 
Based on the discussions of related literature review in chapter two, and in keeping with 
the objectives and questions of the research as illustrated in chapter one, the hypotheses 
tested in this study are given in the following subsections. 
3.3.1 Human Capital and Public Services Performance 
Human capital is considered as the stock of knowledge, skills and competencies that are 
gained from experience and education, besides personal characteristics that reflect the 
ability to do the work to produce economic value (Chikwe, et al., 2015). In addition, 
human capital indicates the source of renewed strategies and innovation (Cabrita & 
Bontis, 2008). It consists not only of explicit and implicit knowledge of the staff, but also 
involves staff efficiency, capabilities skills and knowledge (Komnenic & Pokrajic, 2012). 
Human capital is also referred to as the knowledge, innovation, experiences, and skills of 





Several previous studies have found that human capital has a positive and significant 
effect on organizational performance in various sectors and countries. For example, Ali 
and Sharif Chaudhry (2017) study on human capital in the services sector of Pakistan 
shows that there is a positive and significant relationship between human capital and 
organizational performance. Afrah, (2016) study in the University sector of Somalia 
reveals that there is a positive and significant relationship between human capital and 
organizational performance. Rahim, et al. (2017) study on human capital in the 
technology industry of Malaysia proves that there is a positive and significant 
relationship between human capital and performance of firms. Prajogo and Oke (2016) 
study in the Australian services sector shows that human capital has a positive 
relationship with business performance.  
 
Likewise, Odhon‟g and Omolo (2015) study on human capital and organizational 
performance in the pharmaceutical industry in Kenya shows that human capital has a 
significant and positive relationship with the outcomes of organizational performance. 
Mahmood and Azhar (2015) study on the Security Forces of Pakistan proves that there is 
a positive and significant relationship between human capital and organizational 
performance. Michael and Zaid (2014) study on the effect of human capital and 
organizational performance in the banking sector of Nigeria demonstrates that human 
capital has a positive and significant relationship with organizational performance. Awan 
and Sarfraz (2013) study in Pakistan of the telecom sector on the relationship between 
human capital and performance of company, show that human capital has a positive and 




Similarly, Lin, et al. (2012) study on human capital and organizational performance in 
Taiwan of public listed companies, concludes that human capital has a positive and 
significant relationship with organizational performance. Alipour, et al. (2012) study on 
human capital and organizational performance of insurance companies in Iran concludes 
that human capital has a positive and significant relationship with organizational 
performance.  Also, Jamal and Saif (2011) study on the relationship between human 
capital and organizational performance in Pakistan reveals that human capital has a 
positive and significant relationship with organizational performance. Likewise, Crook, et 
al. (2011) study on human capital and firm performance, proves that human capital has a 
positive and significant relationship with performance. Wang, et al. (2008) study on 
commercial banks in Taiwan indicates that human capital has a positive and significant 
relationship with organizational performance.  
 
The above-mentioned studies on the relationship between human capital and 
organizational performance, were conducted in various private sectors, whereas this study 
is conducted on the public sector. Both sectors are different in several ways, such as in 
terms of profitability, operations, structure, background, regulations, responsibilities and 
work culture (Shrivastava & Purang, 2011).  
 
On the other hand, some previous studies conducted on public sector organizations have 
found that human capital has a positive and significant relationship with performance, for 
example, Du Plessis (2016) study on human capital in local government municipalities in 




organizational performance. Jacobson and Sowa (2015) study on strategic human capital 
in Colorado and North Carolina Municipalities in the USA proves that human capital has 
a positive and significant relationship with organizational performance. In addition, some 
previous studies that were conducted on private sector organizations have found that 
human capital has a negative relationship. Others have found inconsistent findings, for 
instance, Seleim, et al. (2007) study in Egypt of software companies demonstrates that 
human capital has a significant and positive relationship with organizational performance 
through some elements of human capital. Some others, have found a negative and non-
significant relationship with organizational performance through some other elements of 
human capital, such as, training and experience. 
 
The few previous studies above on the public sector to find the relationship between 
human capital and organizational performance were conducted in foreign countries, such 
as the study by Du Plessis, (2016) in South Africa and the study by Jacobson and Sowa 
(2015) in the USA. This study is conducted in the Arabian Gulf, i.e., in Bahrain, with a 
different political regime, besides the population, geographical, cultural, and 
environmental characteristics. In all of these studies, only employees were used as the 
respondents, and not all citizens as their respondents. Moreover, none of these studies 







Consequently, it can be said that this study contributes by filling the gap in the body of 
knowledge by conducting this empirical research on the relationship between human 
capital and public services performance in the public sector. Thus, the following 
hypotheses is formulated: 
H1. Human capital has a positive and significant relationship with public services 
performance. 
3.3.2 Accountability and Public Services Performance 
Accountability refers to the control to check the behavior of public servants and to make 
sure that the power granted to them is not misused (Ray, 2012). In addition, 
accountability is considered as the pressure on the main actors responsible for 
guaranteeing good performance of public services (Paul, 1992). Omotoso (2014) stated 
that accountability is considered as a hallmark of effective services delivery. He further 
added that the main challenge facing government organizations in any country in the 
world is that the public services should be efficient, effective and flexible. Not only this, 
public services must be easily accessible by people and officials must be accountable. 
Okpala (2012) observed that accountability is important to the government. This is, due 
to the fact that government accountability provides a clear direction to finding the best 
performance.  
 
On the other hand, some previous studies that have been conducted in the public sector 
organizations, specifically on public services performance, have been that accountability 




accountability and organizational performance in the Federal Government of the USA 
concludes that accountability has a positive and significant relationship with 
organizational performance. Adejuwon (2014) study on the public sector of Nigeria on 
the relationship between accountability and performance demonstrates that accountability 
has a positive and significant relationship with performance. Caseley (2003) study on 
accountability and the performance of services delivery in India reveals that 
accountability is considered as an important factor and the key to success in an 
organization, it also has a direct impact on improving the delivery of services. 
 
The previous studies mentioned above in the public sector, to find the relationship 
between accountability and organizational performance were conducted in foreign 
countries, such as: the USA, Nigeria and India. This study is conducted in the Arabian 
Gulf, i.e., in Bahrain, with a different political regime, besides the different population, 
geographical, cultural, environment, al and religious and characteristics. In addition, all 
of these studies have not used citizens as respondents. Moreover, the study by Han and 
Hong (2016) focused on the individual and not the organization. The study by Adejuwon 
(2014) was based on a qualitative research design and secondary data. Caseley (2003) 
study was based on a mix of qualitative and quantitative research design and secondary 
data. This study uses quantitative research design and primary data via a questionnaire 






Accordingly, it can be said that this study contributes to filling the gap in the literature 
through this empirical research to find the relationship between accountability and public 
services performance in the public sector of Bahrain. Moreover, accountability is 
considered essential as a way to improve the quality of public services, and at the same 
time, restore the confidence of citizens in the country (Minja, 2013). Therefore, the next 
hypotheses is as follows: 
H2: Accountability has a positive and significant relationship with public services 
performance. 
3.3.3 Islamic Work Ethics and Public Services Performance 
Islamic work ethics refers to virtues and obligatory activities that a person needs for 
establishing a balance between personal and social life (Ali & Al-Owaihan, 2008). In 
addition, Islamic work ethics originates from the teachings of the Holy Quran and the 
Sunnah and practices of the Prophet Muhammad (may peace be upon him). (Ali & Al-
Owaihan, 2008). Also, Islamic work ethics is the main input in order to instill good 
behavior or values in individuals in the public sector (Kumar & Che Rose, 2012). 
 
Some previous studies have found that Islamic work ethics has a positive and significant 
relationship with organizational performance in various countries in the private sector. 
For example, Abbasi et al. (2012) study on the influence of Islamic work ethics on 
organizational performance, learning, and innovation in Pakistan service industries, finds 
that Islamic work ethics has a positive and significant relationship with organizational 




performance in Turkish Stock Company, reveals that the Islamic work ethics has a 
positive and significant relationship with firm performance. 
 
It is obvious that these few previous studies by Abbasi et al. (2012) and Yesil, et al. 
(2012) were conducted in foreign countries, for instance, Pakistan and Turkey. Hence, 
this study is conducted in the Arabian Gulf, i.e., in Bahrain, with a different political 
regime, population, geographical, cultural, and environmental characteristics. Besides, 
these studies have not used the citizens as respondents. Instead, they used employees as 
their sample respondents. 
 
Consequently, it can be said that this study fills the gap in the literature through this 
empirical research to find the relationship between Islamic work ethics and public 
services performance in the public sector of Bahrain. Moreover, according to the previous 
researchers, such as:  Kumar and Rose (2010) and Ali and Al Owaihan (2008), Islamic 
work ethics is closely related to organizational performance. Furthermore, researchers 
such as, Kumar and Che Rose (2010,2012) have concluded that Islamic work ethics is 
largely adapted in the public sector it is also encouraging to see more studies on the effect 
of Islamic work ethics on the other organizational variables, such as performance. 
Therefore, the following is hypothesized as follows: 









3.3.4 Moderating Role of Accountability  
Accountability is considered as the pressure on the main actors responsible for 
guaranteeing good performance of public services (Paul, 1992). In addition, 
accountability is considered as a requirement for the government and its agencies to 
provide effective services to the public in accordance to the law (Okoh & Ohwoyibo, 
2010). According to, Ray (2012), accountability is of great value and a main indicator for 
political achievement in any country in the world. He further added that, over the past 
years, especially in developing countries, there has been a growing resentment for 
bureaucracy. This is due to the phenomenon that has attracted great interest, namely 
absence of accountability in the public sector (Siddiquee, 2005). Accordingly, as 
mentioned previously, to overcome the issue in terms of inconsistency in the findings of 
previous studies that have examined the relationship between human capital and 
organizational performance, accountability is included as a moderating variable in this 
relationship. 
 
Some previous studies have used accountability as a moderating variable between the 
independent and dependent variables in various sectors and countries. Joplin (2014) 
studied the relationship between psychological contract fulfillment, excessive 
entitlement, and employee outcomes with accountability as a moderating variable. The 
findings show that increasing accountability leads to the best employee outcomes. At the 
same time, it leads to increased problems related to staff who show excessive entitlement. 
Rus, et al. (2012) researched the relationship between power and behavior of self-serving 




reduces the impact of power on self-serving behavior of leaders. Wallace et al. (2011) 
studied the relationship between structural and psychological empowerment, and 
performance with accountability as a moderating variable in the USA. The results reveal 
that managers who feel more empowered, have a better performance and feel more 
accountable than managers who feel less empowered. 
 
Furthermore, Demirer et al. (2008) studied the relationship between empowerment of 
sales personnel and organizational commitment with accountability as a moderating 
variable in Turkey. The findings indicate that accountability and the level of income of 
employees are linked closely to employee empowerment. Similarly, Frink and Ferris 
(1999) studied the relationship between conscientiousness and performance with 
accountability as a moderating variable which was conducted in Midwestern University. 
The findings indicate that accountability is highly useful and provides behavioral controls 
in the case of a workforce that has more conscientiousness.  
 
Consequently, based on the previous studies that have used accountability as a 
moderating variable, it has been found that accountability has a positive and significant 
impact on the relationship between the independent and dependent variables. Therefore, 
accountability as a moderating variable is expected to moderate the relationship between 
human capital as independent variable and public services performance as dependent 
variable in this study. Therefore, the following hypothesis is formulated: 





3.3.5 Mediating Role of Islamic Work Ethics  
Islamic work ethics refers to virtues and obligatory activities that a person needs for 
establishing a balance in personal and social life (Ali & Al-Owaihan, 2008). Ethics in the 
public service is at the heart of professionalism and effectiveness and efficiency and is 
considered as a basic requirement for public trust, and it is the cornerstone of good 
governance and development (Omotoso, 2014). Moreover, Islamic work ethics is a main 
input in order to instill good behavior and values within individuals in the public sector 
(Kumar & Che Rose, 2012). 
 
Some previous studies have used Islamic work ethics as a mediating variable between the 
independent and dependent variable in various sectors and countries. For instance: 
Mursaleen, et al. (2015) found that Islamic work ethics positively and highly mediates 
the relationship between trust and knowledge sharing. Abdullah, et al., (2014) revealed 
that Islamic work ethics mediates the relationships between intention, salary and deed 
and organizational commitment. Rokhman, et al. (2011) showed that Islamic work ethics 
has a positive and direct influence on work outcomes. Yousef (2000), using a series of 
regression models, found that Islamic work ethics mediates the relationship between 
locus of control and role ambiguity.  Baron and Kenny (1986) argued that the role of the 
mediating variable is achieved through a significant and positive relationship between the 
following variables:  independent and dependent, independent and mediating, mediating 





Consequently, the previous studies discussed above, such as Mursaleen, et al. (2015), 
Rokhman, et al. (2011) and Yousef (2000),  have found that Islamic work ethics has a 
positive and significant relationship with the independent and dependent variables. 
Therefore, in this study, Islamic work ethics as a mediating variable is expected to have 
positive and significant impact on the relationship between human capital and public 
services performance in the public sector of Bahrain. Therefore, the following hypothesis 
is formulated: 
H5: Islamic work ethics mediates the relationship between human capital and public 
services performance. 
The summary of the hypotheses tested in this study is shown in Table 3.1 
 
Table 3.1 
List of Hypotheses 
No. Hypothesis Statement Research Questions Research Objectives 
H1 Human capital has a positive 
and significant relationship 
with public services 
performance. 
1-Does human capital 





1-To examine the 
relationship between 




H2 Accountability has a positive 
and significant relationship with 
public services performance.  
 
2-Does accountability 












H3 Islamic work ethics has a 
positive and significant 
relationship with public 
services performance. 
 
3-Does Islamic work 





3- To examine the 
relationship between 
Islamic work ethic 






Table 3.1 Continued 
H4 Accountability moderates the 
relationship between human 










4- To examine the 
moderating role of 
accountability in the 
relationship between 




H5 Islamic work ethics mediates 
the relationship between 
human capital and public 
services performance. 
5- Does Islamic work 
ethics mediate the 
relationship between 
human capital and 
public service 
performance? 
5- To examine the 
mediating role of 
Islamic work ethics 
in the relationship 
between human 




3.4 Summary  
This chapter determines the research framework, the underpinning theories (the RBV) 
and the contingency theory as well as hypotheses development. It also, discusses the 
relationships among the variables of this study. Lastly, five hypotheses are developed 
based on the prior studies as well as on the relationships between the variables. The 








This chapter provides details and justifies the methodology used in this study, which 
focuses on the investigation of the relationship between human capital as the independent 
variable, accountability as the moderating variable, Islamic work ethics as the mediating 
variable and public services performance of the public sector of Bahrain as the dependent 
variable. In addition, this chapter provides the design of the research, the sampling and 
population, data collection procedures and measures and instrumentation, and how data 
analysis of the finding of this study is carried out.          
4.1 Research Design 
The type of research design adapted in this study is descriptive as the research aims to 
evaluate the structural relationships between four constructs: human capital, public 
services performance, accountability and Islamic work ethics. Research design refers to a 
process to collect and analyze data to reach a solution (Sekaran & Bougie, 2013). Leedy 
and Ormrod (2005) said that quantitative research is the best method to evaluate the 
relationship between variables that are measurable, for the purposes of explanation and 
forecasting. Creswell (2009) approach to quantitative research is very useful to prove 
theories and analysis; and also to discover necessary variables for future studies. Thus, 
the quantitative research design was used in this study. Consequently, to achieve the aims 
of the research and to measure the relationship between variables, a questionnaire was 




4.2 Population and Sampling Frame  
This section discusses the population and sampling frame for the study. 
4.2.1 Population 
Population is all people, things or events of interest for the researcher (Cavana, Delahaye, 
& Sekaran, 2001). The basic responsibility of the government is to deliver public services 
effectively and efficiently to citizens (Oyedele, 2015). Citizens are considered the main 
beneficiaries of public services in various ministries and government agencies. Citizens 
will express their negative experiences in dealing with public service organizations and 
complain via official channels. Therefore, the population of this study comprises all 
citizens of Bahrain. 
 
This is in line with several previous studies which have used the citizens as a sample of 
the population, such as, Makanyeza et al. (2013), James (2011, 2010), Tamrakar (2010) 
and Wall (2004). The total number of Bahraini citizens is 664,707                                                                     
(Bahrain Open Data Portal, 2016). The Kingdom of Bahrain consists of four 
Governorates: Capital, Muharraq, Northern and Southern, with each governorate 
consisting of a number of residential blocks. The population of each residential block is 
as shown in Table 4.1. This sample can represent all of the population of Bahrain for the 








List of Governorates in Bahrain 
Governorate Number of blocks Population 
Capital 1-121 (121) 168,953 
Muharraq 1-74 (74) 126,989 
Northern 1-153 (153) 237,635 
Southern 1-130 (130) 131,130 
Total 478 664,707 
Source: Official Gazettes (2014) 
4.2.2 Sampling Technique and Sample Size 
Sampling refers to a way of selecting an adequate number from elements of the 
population, in order to study and understand the characteristics of the sample by 
circulating these characteristics to the elements of population (Sekaran, 2003). There are 
five most popular sampling designs that are used in the field of research: stratified 
random sampling, area sampling, systematic sampling, double sampling and cluster 
sampling (Sekaran, 2003). 
 
For the purpose of sampling selection for this study, a systematic random sampling 
technique was used. It is considered as one of the five probability sampling methods that 
is most common in the field of research in order to represent every element in the 
population in proportion to its size (Sekaran, 2003). In addition, the advantages of 
systematic random sampling technique are that it is easy and cheap, and a simple way for 
unit selection, no accurate assessment is needed and there is no need of training for 
enumerators to distribute the questionnaires and do follow up (Elsayir, 2014). He further 
added, that the respondents have equal chances to be selected in each of the elements and 




main advantages of systematic random sampling is that it can be used in cases where 
residences are organized in blocks or rows (Alnap, 2012). Therefore, systematic random 
sampling technique is considered as a suitable method for this study. Moreover, Sekaran 
(2003) said that systematic random sampling technique can be used in surveys of 
consumers and the like. The respondents in this study are the citizens, and at the same, 
time they are considered as the beneficiaries of public services. 
 
According to, Sekaran and Bougie (2013), it is impossible to examine a large number of 
elements to gather data or examine and test each element. Hence, for testing purposes, a 
sample is selected which is a subset of the population of study (Cavana et al., 2001). 
Sample is a subgroup of the population and it includes members chosen from the target 
group (Sekaran, & Roger, 2010). Therefore, the sample of this study comprises citizens 
of Bahrain that represent four Governorates: Capital, Muharraq, Northern and Southern, 
through a number of residential blocks in each governorate  which represent  the 
proportion of the citizen population as shown in Table 4.1 above.  
 
The total number of Bahraini citizens is 664,707 (Bahrain Open Data Portal, 2016). The 
suitable sample size as proposed by Krejcie and Morgan (1970) is 384 individuals.  In 
order to overcome the possibility of not getting the required samples and not getting the 
greatest possible return rate (Creswell, 2008), the sample size was adjusted to account for 
a low response rate from uncooperative respondents as proposed by Barlett, Kotrlik and 
Higgins (2001). Since the total number of residential blocks in all the four governorates 




100= 640. Hence, 640 questionnaires were sent to the respondents who were selected 
randomly based on systematic random sampling. Table 4.2 below describes the details of 
sample size of each governorate. 
 
Table 4.2 
Distribution of Questionnaire 












Muharraq 126,989 73 122 19.1 1-74  
(74) 
Same  
Northern 237,635 137 229 35.8 1-153 
(153) 
Same  
Southern 131,130 76 126 19.7 1-130 
(130) 
Same  
Total 664,707 384 640 100   
 
 
A residential block based systematic random sampling survey was used, starting with a 
randomly chosen element in each governorate between 1 and n. For example, Capital 
from 1 to 121, Muharraq from 1 to 74, Northern from 1 to 153 and Southern from 1 to 
130, to allow everyone an equal opportunity to participate. This was achieved by the 
main enumerators in each governorate being based on the interval approach to enable the 







A residential block based systematic random sampling was used according to the 
following equation: L = N ÷ n, where L is Length of the period, N the number of blocks 
and n is the population size. The details of selecting the sample size of each governorate 
is as below. 
 
Capital Governorate: Length of the period = 121 ÷ 98=1.2, this means the length of the 
period is one. The first step was by selecting the first house at random through block 
number one. House number one was selected for all Governorates at random as shown in 
Table 4.2 above. The second step was by collecting the length of the period plus the 
house number that was randomly chosen in order to reach the second house, for example: 
1+1=2, 2+1=3, and 3+1=4 and so on until completing the sample size. Muharraq 
Governorate: Length of the period = 74÷73=1.01, this means the length of the period is 
one. The other steps were the same as explained for the Capital governorate above. 
Northern Governorate: Length of the period =153÷137=1.2, this means the length of 
the period is one. The other steps were the same as explained for the Capital governorate 
above. Southern Governorate: Length of the period = 130÷76=1.7, this means the 
length of the period is one. The other steps were the same as explained for the Capital 
governorate above. 
4.3 Unit of Analysis 
The unit of analysis of this study is the organizational, since the focus of the study is the 
performance of government agencies in Bahrain. Hence, the citizens are considered the 




the current situation of performance of public services. This is in line with previous 
studies, such as, Andrews, et al. (2008), Andrews and Boyne (2011) and Andrews, et al. 
(2012). 
4.4 Data Collection Procedures 
The residential block based systematic random sampling was used to enable everyone to 
have equal opportunities to participate. This was achieved through an agreement with the 
main enumerator in each governorate, Four enumerators represented four Governorates: 
Capital, Muharraq, Northern and Southern, in order to distribute questionnaires, as 
mentioned on the details above. They were given three months starting from 21 May 
2017 until 21 August 2017 to collect responses. After that period, no further 
questionnaires were collected. The questionnaires were distributed accompanied by a 
covering letter from the researcher with a letter of recommendation for data collection 
issued by Universiti Utara Malaysia, ensuring strict confidentiality of the information. 
4.5 Measurement of Variables and Instrumentation 
The objective of this study is to investigate the relationship between human capital, 
accountability, and Islamic work ethics and their impact on public services performance 
in the public sector of Bahrain. The questionnaire was adapted from several previous 
studies to develop a suitable measurement, such as, Seleim and Khalil (2011), Morgeson 
and Petrescu (2011), Okpala (2012) and Ali (1992). The questions were modified slightly 
to make it more relevant to the purposes of this study and to be suitable to the sample and 
local conditions. The dependent variable in this study is public services performance, 




variable, and the independent variable is human capital. The Likert scale measure is 
considered as one of the most commonly as well as widely used measures in research 
studies. The majority of studies have used the Likert scale between four to seven point; 
hence, there is no agreement on the point‟s number used (Leung, 2011).  
 
According to, Hooks (2000) the majority of previous studies have used a five point Likert 
scale. Therefore, this study used a five point Likert scale, ranging from 1= strongly 
disagree to 5 = strongly agree, to measure human capital, public services performance, 
accountability and Islamic work ethics, in line with previous studies. In addition, this 
study used the Likert scale, because this scale has intuitive appeal, good reliability and 
adaptability and is easy to construct (Babbie, 1990). 
4.5.1 Human Capital  
Human capital consists of four dimensions, namely innovation, experience, skills and 
knowledge (Seleim & Khalil, 2011). A total of 15 items have been used to measure all 
dimensions of human capital, which was developed by Seleim and Khalil (2011). Hence, 
in this study, these 15 items were adapted to measure human capital among citizens of 
Bahrain. These items have been used to assess human capital among Security Forces of 
Pakistan by Mahmood and Azhar (2015) and Andreeva and Garanina (2016). Thus, these 
items were considered suitable to be applied in this research because these have been 
used to assess human capital of the respondents from both private and public sectors. The 
Cronbach alpha coefficients from both studies are 0.83 and 0.824. The four dimensions of 




by using skills, innovation, experience and knowledge. The items used to measure human 
capital are shown in Table 4.3. 
 
Table 4.3 







The staff of the public sector are highly skilled. 
Seleim and 
Khalil (2011) 
2 The staff of the public sector possess leadership abilities 
in their work. 
 
3 The staff of the public sector bear the risks in order to 
achieve organizational goals of organization. 
 
4 The staffs of the public sector are able to work in 
integrated teams in order to improve performance to 






The staff of the public sector are considered to be creative 
and bright. 
 
6 The staff of the public sector are able to focus on the 
quality of services provided. 
 
7 The staff of the public sector are able to develop and 
maintain strong relationships with others (colleagues and 





The staff of the public sector are considered experts in 
their particular jobs and functions. 
 
9 The staff of the public sector are able to expect the effect 
of external change in the service on the organization and 
clients. 
 
10 The staff of the public sector are broadly regarded as the 
best. 
 
11 The staff of the public sector are able to find simple 
solutions for more complex problems of their 







The staff of the public sector are able to come up with 
and develop new ideas and knowledge to improve their 
performance. 
 
13 The staff of the public sector are educated and able to 
effect on their superiors in order to the interest of improve 





Table 4.3 Continued 
14 The staff of the public sector possess a full understanding 
of their services. 
 
15 The staff of the public sector are able to integrate 
organizational knowledge across different areas in the 





4.5.2 Public Services Performance  
Six items were used to measure public services performance which were developed by 
Morgeson and Petrescu (2011). Hence, these six items were adapted to measure public 
services performance among citizens of Bahrain. Moreover, these items have been used 
to assess the performance of federal government agencies of the USA by Morgeson and 
Petrescu (2011). Hence, these items are considered suitable to be applied in this study 
because it had been used to assess government performance of the respondents of public 
sector through federal government agencies. Cronbach‟s alpha coefficient from the 
previous studies above is 0.893. The items used to measure public services performance 
are as illustrated below in Table 4.4 
 
Table 4.4 




1 The information about public services is easy to obtain 
from the public sector. 
Morgeson and 
Petrescu (2011) 
2 Public services are easy to obtain from the public sector.  
3 The timeliness and efficiency in providing public 
services to citizens are quite acceptable. 
 
4 There is satisfaction about performance of public 





Table 4.4 Continued 
5 The public sector offers overall quality services as 
expected. 
 
6 Expectations and complaints from citizens about 




4.5.3 Accountability  
Accountability is unidimensional (Okpala, 2012). Seven items were used to measure 
accountability which was developed by Okpala (2012). These items have been used to 
assess the accountability in the Public Sector of Nigeria by Okpala (2012). Thus, these 
items are considered suitable to be applied in this study because it had been used to assess 
accountability in the public sector of Nigeria through the respondent of Nigerian public 
sector. Hence, in this study these seven items were adapted to measure accountability 
among citizens of Bahrain. The items used to measure accountability are as illustrated 
below in Table 4.5. 
 
Table 4.5 
Summary of Accountability Items 
No. of 
item   
Statement Author 
1 Accountability is effective in the public sector. Okpala 
(2012) 
2 There is accountability of public services performance in the 
public sector. 
 
3 Lack of accountability is the cause of increased dissatisfaction 
of citizens with the state of infrastructure of public services. 
 
4 Lack of effective accountability has caused the increase of 
administrative and financial corruption in the public sector. 
 
5 There is no need for accountability in the public sector because 






Table 4.5 Continued 
6 To ensure effective accountability in the public sector, rules 
must be implemented to penalize violators. 
 
7 To ensure accountability in the public sector, the legislative 
authority represented in parliament should be involved. 
 
 
4.5.4 Islamic Work Ethics  
Islamic work ethics is unidimensional (Ali, 1992). There is a short version of 17 items of 
questions used to measure Islamic work ethics which was developed by Ali (1992). 
Hence, these items were adapted to measure Islamic work ethics among citizens of 
Bahrain. These items have been used to assess organizational performance, learning, and 
innovation in Pakistan service industries by Abbasi et al. (2012), and firm performance in 
Turkish Stock Companies by Yesil, et al. (2012). Hence, these items were considered 
suitable to be applied in this study because has been used to assess Islamic work ethics of 
the respondents from both private and public organizations. The Cronbach‟s alpha 
coefficients of both studies are 0.85 and 0.637. The items used to measure Islamic work 
ethics are as illustrated below in Table 4.6. 
 
Table 4.6 
Summary of Islamic Work Ethics Items 
No. of 
item   
Statement Author 
1 Laziness accompanies staff in their works. Ali (1992) 
2 Dedication to work is considered a high merit (virtue) for staff.  
3 Good work benefits both themselves staff and others.  
4 Justice and generosity in the workplace are necessary 
conditions for society‟s welfare. 
 
5 Producing more than enough to meet one‟s personal needs 





Table 4.6 Continued 
6 A staff   should perform work to the best of his abilities.  
7 Work is not aim by itself but a means to foster personal growth 
and social relations. 
 
8 The staff thinks that life has no meaning without work.  
9 The staff thinks that more leisure time is good for society.  
10 Social relations between staff must be encouraged and 
emphasized within organizations. 
 
11 Work enables staff to control their human nature.  
12 Creative work is a source of happiness and accomplishment.  
13 Any person who works is more likely to get ahead in life.  
14 Work gives staff the chance to be independent.  
15 A successful staff is the one who deliver work on time.  
16 The staff must be constantly worked hard to meet 
responsibilities. 
 
17 The value of work is derived from the accompanying intention 
rather than its results. 
 
 
4.6 Questionnaire Design 
The questionnaire was issued in the English language, but the native language of 
respondents is Arabic. Therefore, the questionnaire was translated into Arabic and in 
order to ensure accuracy, it was translated back into English through the Bahrain Modern 
Center for Educational Consultancy and Services. It was thought that if the questionnaire 
was prepared in the Arabic language, it would be easier for all surveyed to understand. 
This would encourage them to answer the questionnaire. The research instrument 
includes four primary sections that are human capital, public services performance, 
accountability and Islamic work ethics. In addition, the questionnaire is an efficient and 





The survey questionnaire was developed to assess the relationships between human 
capital, public services performance, accountability and Islamic work ethics in Bahrain. 
Each item of these constructs required participants to respond by using a five point Likert 
scale ranging from 1= strongly disagree  to 5 = strongly agree. The questionnaire 
comprised five sections. Section one is about respondent background. Section two on 
human capital was modified and adapted from Seleim and Khalil (2011), consists of 15 
items from 1-15. Section three on public services performance was modified and adapted 
from Morgeson and Petrescu (2011), consists of six items from 1-6. Section four on 
accountability was modified and adapted from Okpala (2012), consists of seven items 
from 1-7. Section five on Islamic work ethics was modified and adapted from Ali (1992), 




Summary of the Questionnaire Design  
No. Axes Main Variable  No. of 
Question 
Authors 
First Respondents background  - - - 
 
Second Human capital Independent 15 Seleim and 
Khalil 
(2011) 




Fourth Accountability Moderator 7 Okpala 
(2012) 
Fifth Islamic work ethics Mediator 17 Ali (1992) 




4.7 Reliability and Validity of the Instruments 
Sekaran and Roger (2010) stated that there are four methods used by many researchers to 
measure reliability, such as: split half method, alternative form method, test-retest 
method, and Cronbach„s alpha coefficient method. But Cronbach„s alpha coefficient 
method is the most well-known method used in many studies to measure reliability. 
Moreover, Davis (2000) stated that Cronbach„s alpha method is used to overcome 
weaknesses that are found in the other three methods. Therefore, in order to evaluate 
reliability, this method was used in the study. Additionally, Hair, Black, Babin and 
Anderson (2010) considered the acceptable level of Cronbach„s alpha is 0.60 minimum. 
 
Furthermore, this study conducted tests to measure the validity before moving on to the 
data collection phase (Borg & Gall, 1989). Validity is an effective tool to measure 
research design. It is also an index of the extent to which it is to be measured (Pallant, 
2005). The two types of validity most commonly used in several studies are construct 
validity and content validity. Borg and Gall (1989) stated that construct validity refers to 
the extent to which specific tests can be used to measure hypothetical constructs. Pallant 
(2005) defined content validity as a sufficient tool to measure or take samples from the 









4.8 Pilot Study 
The purpose of a pilot study is to access the reliability of the instruments. According to 
Hertzog (2008), there are several recommendations for a sample size for the pilot study, 
one of them is from 25 to 40. Therefore, a pilot study was conducted on 30 respondents 
as a small scale sample of citizens who are beneficiaries of public services. To determine 
the reliability of the instrument, Statistical Package for Social Science SPSS version 23 




Reliability Analysis of Pilot Study 
Variables Number of items Cronbach's alpha 
Human capital 15 0.903 
Public services performance 6 0.886 
Accountability 7 0.704 
Islamic work ethics 17 0.857 
 
The findings of the pilot study are all above 0.60 and range from 0.704 to 0.903. 
Therefore, the researcher could proceed with the total sample. 
4.9 Data Analysis 
In order to achieve the objectives of the study as well as analyze the data that was 
extracted, Statistical Package for Social Science (SPSS) version 23 was used. Therefore, 
for these reasons and in line with the above mentioned, the summary of the research 







The Summary of the Research questions, objectives, Hypotheses and Type of Analysis 
Research questions Research objectives Hypotheses Type of analysis 
1- Does human 






1- To examine the 
relationship between 




1- Human capital 









accountability have a 












has a positive and 
significant 







3- Does Islamic work 






3- To examine the 
relationship between 




3- Islamic work 












human capital and 
public services 
performance? 
4- To examine the 
moderating role of 
accountability in the 
relationship between 















5- Does Islamic work 
ethics mediate the 
relationship between 
human capital and 
public services 
performance? 
5- To examine the 
mediating role of 
Islamic work ethics in 
the relationship between 
human capital and 
public services 
performance. 
5- Islamic work 
ethics mediates the 
relationship between 











This chapter illustrates the methodology and research design used in the study to examine 
the impact of accountability as a moderating variable and Islamic work ethics as 
mediating variable on the relationship between human capital and public services 
performance in the public sector of Bahrain. Also discussed are of the sample of 
populations and the process of how data was collected, collated and analyzed. In addition, 
to ensure that the instrument of this study is suitable, validity and reliability tests were 
conducted. The following chapter describes the findings of the study which include 













FINDINGS AND DATA ANALYSIS 
5.0 Introduction 
The major purpose of this chapter is to discuss the findings of the study which include 
presentation of data and data analysis using Statistical Package for Social Science (SPSS) 
version 23. The chapter starts by reporting the respondents‟ profile, followed by 
reliability and validity tests, hypotheses test of the main variables, i.e., human capital as 
the independent variable, public services performance as the dependent variable, 
accountability as the moderating variable and Islamic work ethics as the mediating 
variable. 
5.1 Response Rate 
A total of 640 questionnaires were distributed to citizens according to the number of 
respondents selected using systematic random sampling technique for each of the four 
governorates: Capital governorate, 163 with proportion 25.4%, Muharraq governorate, 
122 with proportion 19.1%, Northern governorate, 229 with proportion 35.8% and 
Southern governorate, 126 with proportion 19.7%. The questionnaires for the four 
governorates were distributed, via an agreement with a number of enumerators to 
distribute, follow up and collect the completed questionnaires. Bahrain is considered a 
small country with a total area of 778.33 square kilometers, the details of the area of 






Area of Kingdom of Bahrain by Governorate 2015 
 
The period for data collection was three months, from 21 May to 21 August 2017. 
Consequently, the result of these several attempts is in the receipt of 384 questionnaires 
with a response rate of 60%. A total of 368 were usable questionnaires or response rate of 
57.5%. Sixteen questionnaires were excluded because important sections of those 
questionnaires were incomplete in some parts, such as, information about the 
respondents, some questions were not answered or more than one answer for same 






























The Summary of Response Rate of the Questionnaires  
Responses Total 
Distributed questionnaires  640 
Returned questionnaires  384 
Usable questionnaires 368 
Invalid Questionnaires 16 
Questionnaires not returned 256 
Sample Size 384 
Response rate based on 
distributed questionnaires 
60% 
Response rate based on 
Sample Size 
100% 





The Responses Rate based on Governorates and Population 










Capital 168,953 25.4 98 163 91 88 96.7 
Muharraq 126,989 19.1 73 122 79 77 97.4 
Northern 237,635 35.8 137 229 125 114 91.2 
Southern 131,130 19.7 76 126 89 89 100 
Total 664,707 100 384 640 384 368 95.8 
 
 
Based on the usable questionnaires, the response rate from Northern governorate is the 
highest with 35.8% followed by Capital governorate with 25.4%, Southern governorate 
with 19.7% and Muharraq governorate with 19.1%. The response rate from some 
previous studies in the field of public services performance ranges from 29% to 71%. For 
example, Fernandes and Fresly (2017), Nielsen (2013), James (2010, 2011), and Andrews 




of 57.5% and can be considered an acceptable percentage compared to the response rates 
in previous studies mentioned above, as illustrated in Table 5.3.  
 
Table 5.3 
Response Rate from Previous Studies 
No Author Title of Article Response Rate 
1 Fernandes and 
Fresly (2017) 
 
Modeling of role of public leader, open 
government information and public 
service performance in Indonesia. 
 
The sample size is 
178 with response 
rate, 46%. 
2 Nielsen (2013) Performance Management, Managerial 
Authority, and Public Services 





3 James (2011) Managing Citizens expectations of 
public services performance: Evidence 
from Observation and experimentation 





4 James (2010) Performance measures and democracy: 
Information effects on citizens in field 





5 Andrews et al. 
(2008) 
 
Organizational strategy, external 
regulations and public services 
performance in Welsh. 
 
There are two 
kinds of sample 
size198 services 
with response rate, 









5.2 Data Screening and Preliminary Analysis 
In social science research, preliminary data analysis is an important and indispensable 
feature, because analytic conclusion depends on the preliminary test of data. Missing data 
occur in the case of failing to answer one question or more as well as in the case of an 
absence of an answer deliberately.  Hence, it should be processed and verified 
accordingly. 
 
Data screening process is performed before other statistical analyses to examine the 
characteristics of data accuracy of data, extreme responses, pattern of missing data, 
missing data, suitability of numerical codes for every variable and whether or not the data 
is suitable for statistical assumptions (Tabachnick & Fidell, 2007). In addition, through 
this process, caution must be taken for wrongly entered data that may lead to turn the 
distribution of variables from natural (Coakes & Steed, 2007). Besides, it creates 
distorted correlations (Tabachnick & Fidell, 2007). Therefore, in this study, all data were 
subject to normality test (as shown in Table 5.14 and Figure 5.3), linearity assessment (as 
shown in Figure 5.4) and multicollinearity assessment (as shown in Table 5.15) (Hair et 
al. 2010). 
5.2.1 Missing Value Analysis 
Due to the importance of the impact of missing data in the analysis, as well as, to avoid 
the negative impact on the findings, preventive measures must be taken by quickly 
reviewing and checking the questionnaires and making sure that all the questions are 




and Fidell (2007) argued that if there are missing values of 5% or less at a random from 
the gross data group.  Thus, any action to address the missing values will invariably lead 
to similar findings. Hence, it can be said that in this study, the situation is safely assumed.  
5.3 Demographic Profile of the Respondents 
This section illustrates the summary of the demographic profile of the respondents; it 
includes gender, age group, academic qualification, occupation and governorate as shown 
in Table 5.4. 
 
Table 5.4 
Summary of Demographic Characteristics 
Demography Category Frequency  Percentage % 
Gender  
 
Male  305 82.9 
Female  63 17.1 
Age Group 30 years and below 104 28.3 
31 – 40 years 95 25.8 
41 and above 169 45.9 
Academic 
Qualification 
Secondary School      109 29.620 
Diploma 10 2.717 
Bachelor‟s Degree 161 43.750 
High Diploma 2 0.543 
Master‟s Degree     69 18.750 
PhD Degree 17 4.620 
Occupation Formally employed 254 69 
Self employed 18 4.9 
Retired 59 16 
Student 26 7.1 
Unemployed 11 3 
Governorate Capital 88 23.9 
Muharraq 77 20.9 
Northern 114 31 




The demographic characteristics show that the majority of the respondents are male at 
82.9% while the females constitute 17.1%. With regards to age group, the majority of the 
respondents are in the age group of 41 years and above at 45.9%, 30 years and below at 
28.3% and 31 – 40 years at 25.8%. With regards to academic qualifications, the majority 
of the respondents have a bachelor‟s degree at 43.750%, followed by secondary school 
certificate at 29.620, and master‟s and PhD degrees at 18.750%, and 4.620%, 
respectively, Diploma holders constitute 2.717%, and the lowest percentage is higher 
diploma at 0.543%. Regarding occupation, the majority (69%) of the respondents are 
formally employed followed by retired at 16%, students, 7.1%, self employed, 4.9% and 
unemployed, 3%. With regards to governorates, the highest proportion is Northern 
governorate at 31% followed by Southern governorate at 24.2%, Capital governorate at 
23.9% and Muharraq governorate at 20.9%. 
5.4 Factor Analysis and Reliability Test 
Prior to carrying out more analyses, validity and the reliability tests were carried out. To 
test the construct validity of the instruments, factor analysis was conducted (Hair et al., 
2010). For identifying the accuracy of all scales and items, human capital as the 
independent variable, accountability as the moderating variable, Islamic work ethics as 
the mediating variable and public services performance as the dependent variable, were 
analyzed. Factor loadings in the range of 0.30 to 0.40 are acceptable, while values more 
than 0.50 are preferable (very significant). In this study, the cutoff point is 0.30 as the 
factor loading value (Hair et al., 2010), and the number of respondents is 368. This 





Factor Loading  











Source: Hair et al. (2010) 
 
Other criteria followed is Kaiser-Meyer-Olkin (KMO) test where values must be over 
0.50 as a minimum (Field, 2009), Table 5.6 below shows KMO as suggested by 
Hutcheson and Sofroniou (1999). 
 
Table 5.6 
Interpretation of the KMO Statistics 
KMO statistic Interpretation 
In the .90‟s Marvelous 
In the .80‟s Meritorious 
In the 70‟s Middling 
In the 60‟s Mediocre 
In the 50‟s Miserable 
Below .50 Unaccepted 











Moreover, to understand how well the elements are able to interpret the factor, 
communality must be considered. As proposed by Mundfrom, Shaw and Ke (2005) there 
are three categories of communality assessment. The range of 0.60 till 0.80 is considered 
high communality, 0.20 till 0.80 is considered wide communality and 0.20 and 0.40 is 
considered as low communality. 
 
Reliability is a measurement that indicates the accuracy and stability of measurement 
tools to measure a concept (Sekaran, 2003). The value of reliability ranges from 0 to 1, 
meaning not consistent to perfectly consistent. This study used Cronbach‟s Alpha to 
measure the reliability of instruments as shown in Table 5.7. 
 
Table 5.7 
Interpretation of Cronbach‟s Alpha 
Cronbach’s Alpha Interpretation 
0.80 - 0.95 Very good reliability 
0.70 – 0.80 Good reliability 
0.60 – 0.70 Fair reliability 
Below 0.60 Poor reliability 
Source: Zikmund and Babin (2010) 
 
This study considered the minimum acceptable level of Cronbach„s alpha is 0.60 to 
measure reliability (Hair, et al., 2010). 
5.4.1 Factor Analysis of Public Services Performance  
The factor analysis of public services performance in this study used six items, modified 
and adapted from Morgeson and Petrescu (2011). The findings are that one factor is 




analysis is over more than 0.30. Consequently, the validity of this variable through the 
value of KMO is 0.851 and is considered acceptable because it is more than 0.50 
(meritorious). Also, the communalities of variable are in the range of 0.478 till 0.658 
(wide communality). Also, the Cronbach‟s Alpha is 0.854 (acceptable). The findings of 
factor analysis of public services performance are shown in Table 5.8. 
 
Table 5.8 





The information about public services is easy 
to obtain from the public sector. 
.691 .478 
P.2 




The timeliness and efficiency in providing 
public services to citizens are quite acceptable. 
.811 .658 
P.4 
There is satisfaction about performance of      
public services in the public sector. .811 .657 
P.5 
The public sector offers overall quality 





Expectations and complaints from citizens 
about performance of public services delivery 
are taken seriously. 
.731 .534 
Cronbach‟s Alpha  .854 
Eigenvalue 3.492  
Percentage variance (%) 58.203  
Kaiser-Meyer-Olkin of Sampling Adequacy .851 








5.4.2 Factor Analysis of Human Capital  
The factor analysis of human capital used 15 items, modified and adapted from Seleim 
and Khalil (2011). The findings show that two factors are established from items 1-15. 
The first factor is knowledge and innovation and the second factor is skills and 
experiences. Therefore, in this study, the two factors were treated and considered as one 
variable of Human Capital. No items were deleted because the value of factor analysis is 
more than 0.30. Consequently, the validity of this variable through the value of KMO is 
0.934 and it is considered acceptable because it is more than 0.50 (marvelous). Also, the 
communalities of the variable are in the range of 0.453 till 0.711 (wide communality). 
Cronbach‟s Alpha is 0.919 (acceptable). The findings of factor analysis of human capital 
are shown in Table 5.9. 
 
Table 5.9 






The staff of the public sector 
are highly skilled. 
 .817 .711 
H.2 
The staff of the public sector 
possess leadership abilities in 
their work. 
.517  .531 
H.3 
The staff of the public sector 
bear the risks in order to 
achieve organizational goals 
of organization. 
 .591 .487 
H.4 
The staffs of the public sector 
are able to work in integrated 
teams in order to improve 
performance to deliver better 
service. 
 





Table 5.9 Continued 
H.5 
Innovation 
The staff of the public sector 
are considered to be creative 
and bright. 
 .709 .570 
H.6 
The staff of the public sector 
are able to focus on the 
quality of services provided. 
.599  .552 
H.7 
The staff of the public sector 
are able to develop and 
maintain strong 
relationships with others 
(colleagues and outsiders) in 
order to improve 
performance of services 
relationships with others. 
.726  .570 
H.8 
Experience 
The staff of the public sector 
are considered experts in their 
particular jobs and functions. 
 .752 .639 
H.9 
The staff of the public sector 
are able to expect the effect 
of external change in the 
service on the organization 
and clients. 
 .607 .453 
H.10 
The staff of the public sector 
are broadly regarded as the 
best. 
 .724 .535 
H.11 
The staff of the public sector 
are able to find simple 
solutions for more complex 
problems of their 
performance to deliver 
better services. 
.716  .552 
H.12 
Knowledge 
The staff of the public sector 
are able to come up with and 
develop new ideas and 









Table 5.9 Continued 
H.13 
The staff of the public sector 
are educated and able to 
effect on their superiors in 
order to the interest of 
improve the performance of 
services. 
.645  .525 
H.14 
The staff of the public sector 
possess a full understanding 
of their services. 
.767  .636 
H.15 
The staff of the public sector 
are able to integrate 
organizational knowledge 
across different areas in the 
organization in order to 
improve the performance of 
services. 
.734  .591 
Cronbach‟s Alpha   .919 
Eigenvalue 4.269 4.235  
Percentage variance (%) 28.459 28.230  
Kaiser-Meyer-Olkin of Sampling Adequacy .934 




5.4.3 Factor Analysis of Accountability   
The factor analysis of accountability used seven items, modified and adapted from 
Okpala (2012). The findings show that two factors are established from items 1-7. The 
first factor is effectiveness of accountability and the second factor is need for 
accountability. Therefore, in this study, the two factors are treated and considered as one 
variable, i.e., Accountability. No item was deleted because the value of factor analysis is 
over than 0.30. Consequently, the validity of this variable through the value of KMO is 




variable are in the range of 0.425till 0.733 (wide communality). Cronbach‟s Alpha is 









Accountability is effective in the 
public sector. 
 .856 .733 
A.2 
There is accountability of public 
services performance in the public 
sector. 
 .779 .691 
A.3 
Lack of accountability is the cause 
of increased dissatisfaction of 
citizens with the state of 
infrastructure of public services. 
.788  .621 
A.4 
Lack of effective accountability 
has caused the increase of 
administrative and financial 
corruption in the public sector. 
.806  .651 
A.5 
There is no need for accountability 
in the public sector because all 
things are working well. 
 .619 .500 
A.6 
To ensure effective accountability 
in the public sector, rules must be 
implemented to penalize violators. 
.818  .672 
A.7 
To ensure accountability in the 
public sector, the legislative 
authority represented in 










Table 5.10 Continued 
Cronbach‟s Alpha   .625 
Eigenvalue 2.563 1.730  
Table 5.10 Continued 





Kaiser-Meyer-Olkin of Sampling Adequacy .706 





5.4.4 Factor Analysis of Islamic Work Ethics  
The factor analysis of Islamic work ethics used 17 items, modified and adapted from Ali 
(1992). The findings show that three factors are established from items 1-17. The first 
factor is virtue of work, the second factor is behavior or dedication to work and the third 
factor is time of work and its reflection on society. Therefore, in this study, the three 
factors were treated and considered as one variable, i.e., Islamic work ethics. No item 
was deleted because the value of factors analysis is more over than 0.30. Consequently, 
the validity of this variable through the value of KMO is 0.928 and it is considered 
acceptable because it is more than 0.50 (meritorious). Also, the communalities of the 
variable are in the range of 0.379 till 0.718 (wide communality). Cronbach‟s Alpha is 










Findings of Factor Analysis for Islamic Work Ethics 
Items 
Factors Communalities 
1 2 3 
IWE.1 
Laziness accompanies staff in 
their works. 
 .702  .563 
IWE.2 
Dedication to work is 
considered a high merit 
(virtue) for staff. 
 .768  .689 
IWE.3 
Good work benefits both 
themselves staff and others.  .808  .718 
IWE.4 
Justice and generosity in the 
workplace are necessary 
conditions for society‟s 
welfare. 
 .649  .634 
IWE.5 
Producing more than enough 
to meet one‟s personal needs 
contributes to the prosperity of 
society as a whole. 
 .655  .621 
IWE.6 
A staff   should perform work 
to the best of his abilities.  .601  .628 
IWE.7 
Work is not aim by itself but a 
means to foster personal 
growth and social relations. 
  .640 .506 
IWE.8 
The staff thinks that life has no 
meaning without work. .583   .522 
IWE.9 
The staff thinks that more 
leisure time is good for 
society. 
  .786 .624 
IWE.10 
Social relations between staff 
must be encouraged and 
emphasized within 
organizations. 




Table 5.11 Continued 
IWE.11 
Work enables staff to control 
their human nature. 
  .560 .564 
IWE.12 
Creative work is a source of 
happiness and 
accomplishment. 
.668   .676 
IWE.13 
Any person who works is more 
likely to get ahead in life. 
.783   .748 
IWE.14 
Work gives staff the chance 
to be independent. 
.665   .566 
IWE.15 
A successful staff is the one 
who deliver work on time. 
.754   .641 
IWE.16 
The staff must be constantly 
worked hard to meet 
responsibilities. 
.781   .715 
IWE.17 
The value of work is derived 
from the accompanying 
intention rather than its results. 
.483   .379 
Cronbach‟s Alpha   .919 
Eigenvalue 4.421 3.773 2.146  





Kaiser-Meyer-Olkin of Sampling Adequacy .928 




5.5 Descriptive Statistics of the Variables 
Descriptive analysis was used to analyze the main variables in this study by calculating 
the minimum, maximum, mean and standard deviation for each variable, the dependent 
variable (public services performance), independent variable (human capital), moderating 
variable (accountability) and mediating variable (Islamic work ethics). The mean value of 




In this section of this study, descriptive analysis for instance, minimum, maximum, and 
mean and standard deviation of all variables is conducted. Accordingly, this study used a 
five point Likert scale ranging from 1= strongly disagree to 5 = strongly agree, to 
examine the level of significance of human capital as the independent variable, public 
services performance as the dependent variable, accountability as the moderating variable 
and Islamic work ethics as the mediating variable in the public sector of Bahrain. 
According to, Nunnally and Bernstein, (1994), there are three levels of importance for 
mean scores of all variables as shown in Table 5.12. 
 
Table 5.12 
The Mean Scores Level of All Variables 
Mean score Level 
1 – 2.33 Low 
2.34 - 3.66 Moderate 
3.67 - 5.00 High 
Source: Nunnally and Bernstein (1994) 
 
The descriptive analysis for all variables is shown below in Table 5.13. With regards to 
the human capital variable, the mean value is 2.91. This mean value demonstrates that the 
level of the responses is in the moderate range. With regards to the public services 
performance variable, the mean value is 2.85.This mean value reveals that the level of the 
responses is in the moderate range. With regards to the accountability variable, the mean 
value is 3.37. This means the level of the responses is in the moderate range. With 
regards to the Islamic work ethics variable, the mean value is 3.23.This means the level 
of the responses is in the moderate range. The details of descriptive analysis for all 





Descriptive Analysis for all Variables 
Variables No.  of  
respondents 
Min Max Mean Standard 
Deviation 
Human Capital 368 1.00 4.73 2.91 .6905 
Public Services 
Performance 
368 1.00 5.00 2.85 .7851 
Accountability 368 1.14 5.00 3.37 .6149 
Islamic work ethics 368 1.00 5.00 3.23 .7005 
 
5.6 Normality Test 
For exploring normality, graphs and statistical method were used (Tabachnick & Fidell, 
2007). Skewness, Kurtosis and histogram were used to test normality. The accepted value 
for skewness and kurtosis should be in the range between + 1.96 to -1.96 (Hair et al., 
2010). The normality test value of skewness is in the range of -.101 to -.738 and the 
normality test value of kurtosis is in the range of -.146 till 1.102. The details of findings 
of Skewness and Kurtosis are shown in Table 5.14. 
 
Table 5.14 
Skewness and Kurtosis 
Variables Mean Std. Deviation Skewness Kurtosis 
Human Capital 2.91 .6905 -.229 -.146 
Public Services Performance 2.85 .7851 -.101 -.370 
Accountability 3.37 .6149 -.738 1.102 
Islamic work ethics 3.23 .7005 -.236 .166 
 
 
In addition, normality can be seen from the plot graph (histogram) residual as illustrated 






Plot Graph (Histogram) Residual 
There is also another way for normality test by looking at the residual P-P plots (Hair et 







P-P Plots of Regression Standardized Residual 
5.6.1 Linearity Assessment 
To achieve the precondition for multivariate analysis, linearity between variables was 
evaluated. Hair et al. (2010) illustrated that the linearity for relationship between 
dependent variable and independent variable represents the degree to which the change in 
the dependent variable is linked to the independent variable. This is illustrated in Figure 








Scatter Plot Residual 
  
5.6.2 Multicollinearity Assessment 
Prior to proceeding to multivariate analysis, it is important to test for multicollinearity in 
order to understand whether or not there is a high correlation between two or more 
independent variables (Sekaran & Bougie, 2013).  For the purpose of measuring 
multicollinearity, the most common values are tolerance and variance inflation factor 
(VIF) (Hair et al., 2010 & Sekaran and Bougie, 2013). There is no multicollinearity 
problem, because the tolerance value and VIF value are in the acceptable range as shown 








variable Tolerance VIF 
Human Capital .697 1.434 
Accountability .757 1.322 
Islamic Work Ethics .626 1.596 
 
 
5.7 Test of Hypothesis  
Pearson correlation analysis was conducted to examine hypothesis 1 to 3  in order to 
assess the nature of the relationship between the independent and dependent variables. as 
proposed by Pallant (2005), for the purpose of determining the power of the relationship 
between the two variables and its linear direction. There is no relationship if the value is 
0 , and there is a perfect  relationship if the value is 1. The guidelines for the power of the 




The Power of Relationship and Correlation Value 
Correlation Value The power of the Relationship 
r = 0.10 to 0.29 / r = -0.10 to -0.29 Weak 
r = 0.30 to 0.49 / r = -0.30 to -0.49 Medium 
r = 0.50 to 1.00 / r = -0.50 to -1.00 Strong 
 
 
The relationship between human capital and public services performance is significant 
and positive relationship with the coefficient of correlation,r = .537, p < 0.01. In addition, 




correlation,r = .465, p < 0.01. Also, Islamic work ethics has a significant and positive 
relationship with  the coefficient of correlation,r =.538, p < 0.01.  
 
Based on the above discussion and as shown in Tabble 5.15, and according to Pallant 
(2005), it means that human capital and Islamic work ethics have strong, significant and 
positive relationships, while accountability has  Medium, significant and positive 
relationship.  As a result of the positive relationship, an  increase in value of human 
capital, accountability and Islamic work ethics will lead to increase in value of public 
services performance. (see Table 5.17). 
 
Table 5.17 
The findings of Pearson Correlation on the Relationship between Public Services 













1 .537** .465** .538** 
Human Capital .537** 1 .369** .534** 
Accountability .465** .369** 1 .474** 
Islamic Work Ethics .538** .534** .474** 1 
Note: 
** 
correlation is significant at the 0.01 level (2-tailed) 
 
Consequently, the findings reveal that there is a positive and significant relationship with 
r at more than 0.50 and p < 0.01. Hence, Hypothesis 1, 2 and 3 are supported. The 









The Findings of Hypotheses Testing on the Relationship between Public Services 
Performance and Human Capital, Accountability and Islamic Work Ethics 
Hypotheses Description finding 
H1 
There is a positive and significant relationship between 
Human Capital and Public Services Performance 
supported 
H2 
There is a positive and significant relationship between 
Accountability and Public Services Performance 
supported 
H3 
There is a positive and significant relationship between 




In order to determine the effect of human capital, accountability and Islamic work ethics 
on public services performance, regression analysis is the best procedure. Thus, this 
section discusses the result of the regression analysis of each of the relationships. 
5.7.1 The Relationship between Human Capital and Public Services Performance 
To analyze the relationship between Human Capital and Public Services Performance, 




The Findings of the Regression Analysis on the Relationship between Human Capital 









F Value 147.925  
R
2
 .288  
Adjusted R
2
 .286  
Durbin Watson 1.848  
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 





Based on the above Table, the findings show that β =.537,R
2
 =.288, Adjusted  R
2
 =.286, 
F =147.925 with p <.000. Consequently, it can be explained that coefficient correlation is 
.537. It means that there is a significant and positive impact of human capital on public 
services performance. A 28.8% of variance in public services performance means that 
71.2% of public services performance is explained by other factors. 
 
5.7.2 The Relationship between Accountability and Public Services Performance 
To analyze the relationship between Accountability and Public Services Performance, 




The Findings of the Regression Analysis on the Relationship between Accountability  









F Value 100.710  
R
2
 .216  
Adjusted R
2
 .214  
Durbin Watson 1.815  
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 




Based on the above Table, the findings show that β =.465, R
2
 =.216, Adjusted  R
2
 =.214, 
F =100.710with p <.000. Consequently, it can be explained that coefficient correlation is 
.465. It means that there is a significant and positive impact for accountability on public 
services performance. A variance of 21.6% in public services performance means that 




5.7.3 The Relationship between Islamic Work Ethics and Public Services 
Performance 
 
To analyze the relationship between Islamic Work Ethics and Public Services 
Performance, the linear regression was performed. The findings of the regression analysis 
are as shown in Table 5.21. 
 
Table 5.21 
The Findings of the Regression Analysis on the Relationship between Islamic Work 






Islamic work ethics .538***
 
.000 
F Value 149.118  
R
2
 .289  
Adjusted R
2
 .288  
Durbin Watson 1.764  
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 
level is p < .001 
 
 
Based on the above Table, the findings show that β =.538, R
2
 =.289, Adjusted  R
2
 =.288, 
F =149.118with p <.000. Consequently, a coefficient correlation of .538 means that there 
is a significant and positive impact of Islamic work ethics on public services 
performance. A 28.9% of variance in public services performance means that 71.1% of 










5.7.4 Hierarchical Regression Analysis for Test of Accountability as Moderator in 
the Relationship between Human Capital and Public Services Performance 
 
To test the moderating impact of accountability on the relationship between human 
capital and public services performance, hierarchical regression was used. The findings in 
Table 5.20, Model 1, indicate that the relationship between human capital and public 
services performance is positive and significant, whereR
2
= 0.288, F =147.925, and β 
=.537with p < 0.001. Regarding Model 2, accountability is entered as a moderating 
variable. The relationship between human capital and public services performance is still 
positive and significant, where β = 0.423 with p < 0.001. Also, accountability has a 
significant and positive effect on public services performance, where β = 0.308 with p< 
0.001. Regarding Model 3, the interaction between accountability and human capital has 
an insignificant impact on public services performance, where β = .006 with p value > 
0.05. Therefore, based on the findings, there is no moderating impact of accountability on 
the relationship between human capital and public services performance. It is concluded 
that hypothesis (H4) is not supported. The details of findings are shown in Table 5.22. 
 
Table 5.22 
The Findings of Accountability as Moderating Variable 
 Standardized Beta 
 Model 1 Model 2 Model 3 
 Independent Variable    
  Human Capital .537*** .423*** .422*** 
Moderating Variable    
 Accountability  .308*** .310*** 
Interaction Terms    
Accountability * Human Capital   .006 
R
2
 .288 .370 .370 




Table 5.22 Continued 
Adjusted R
2
 .286 .367 .365 
Durbin-Watson 1.892 1.892 1.892 
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 
level is p < .001 
 
5.7.5 Hierarchical Regression Analysis for Test of Islamic Work Ethics as Mediator 
in the Relationship between Human Capital and Public Services Performance 
 
To analyze the mediation impact of Islamic work ethics on the relationship between 
human capital and public services performance, multiple regressions was performed. 
There are many steps to follow as proposed by Baron and Kenny (1986). The first is by 
measuring the direct relationship between human capital and public services 
performance, where the finding is positive and significant. The second is the direct 
relationship between human capital and Islamic work ethics, where the finding also is 
positive and significant. The last step is to test the relationship between human capital, 
Islamic work ethics and public services performance in a single test. It is found that the 
direct relationship between human capital and public services performance reduces, 
meaning that Islamic work ethics partially mediates the relationship between human 
capital and public services performance. 
 
As a first step, regression test was conducted to measure the direct relationship between 
human capital and public services performance. It is found that β = 0.537, R
2
 = 0.288, 
Adjusted R
2
 = 0.286, F = 147.925, and p < 0.001. Consequently, this means that there is a 
positive and significant relationship between human capital and public services 




human capital and 71.2% of variation is explained by other factors, which are not 
included in the study. 
 
For the second step, regression test was conducted to measure the direct relationship 
between human capital and Islamic work ethics. According to the finding, it is found that 
β = 0.534, R
2
 = 0.285, Adjusted R
2
 = 0.283, F = 146.003, and p< 0.001. Consequently, 
this means that there is a positive and significant relationship between human capital and 
Islamic work ethics. Human capital can explain 28.5% of variation in Islamic work 
ethics, and 71.5% of variation is attributed to other factors which are not included in this 
study. For the third step, regression test was conducted to measure the relationship 
between Islamic work ethics and public services performance. The results show that there 
is a positive and significant relationship between Islamic work ethics and public services 
performance, where β = 0.538, R2 = 0.289, Adjusted R
2
 = 0.288, F = 149.118, and p < 
0.001. Islamic work ethics explains 28.9% of variation in public services performance, 
and 71.1% of variation is explained by other factors which are not included in this study. 
 
The final step, was to test whether or not Islamic work ethics mediates the relationship 
between human capital and public services performance. The finding reveals that the 
relationship between human capital and public services performance is still positive and 
significant, where  β = 0.349 and P < 0.001. The relationship between Islamic work ethics 
and public services performance is also positive and significant with β = 0.352 and p < 
0.001. It is observed that the strength of the relationship is reduced when compared to the 
direct relationship between human capital and public services performance with β = 




relationship between human capital and public services performance. Thus, it can be 
explained that there is a direct relationship between human capital and public services 
performance. That relationship is affected by Islamic work ethics as mediator.The details 
of findings are illustrated in Table 5.23. 
 
Table 5.23 
The Findings of Regression Analysis on the Mediating Impact of Islamic Work Ethics on 
Human Capital and Public Services Performance Relationship 
Independent 
Variables 

















Human Capital .534*** .537***  .349*** 
Islamic Work 
Ethics 
  .538*** .352*** 
F Value 146.003 147.925 149.118 110.131 
R
2
 .285 .288 .289 .376 
R
2
 adjusted .283 .286 .288 .373 
Durbin Watson 1.767 1.848 1.764 1.844 
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 
level is p < .001 
 
Another method was used to measure the mediating effect of Islamic work ethics on the 
relationship between human capital and public services performance, which is the 
Medgraph program as shown in Figure 5.5. The figure below indicates three things. First, 
the Sobel z-value is 6.156937 with p < 0.001, showing that the role of Islamic work 
ethics in the relationship between human capital and public services performance exists. 




and public services performance by decreasing the strength of the direct relationship, 
from β = 0.537, p < 0.001 to β = 0.349, P < 0.001, after including Islamic work ethics in 
the analysis. Third, the ratio index (0.350*100 = 35) shows that 35% of the relationship 
between human capital and public services performance is mediated by Islamic work 
ethics and the remaining 65% of the relationship is the effect of the direct relationship 

















Medgraph Program in Measuring the Mediating Role of Islamic Work Ethics on the 
Relationship between Human Capital and Public Services Performance 
 
Go to Regressions 
 
Med Graph – PC: A program to graphically depict mediation 
Type of mediation:     Partial 
Sobel z-value:             6.156937        p < 0.000001 
Standardized Coefficients: 
       Total:  0.537             Indirect: 0.188 























The next method was Sobel test to measure the mediating effect of Islamic work ethics 
on the relationship between human capital and public services performance. The finding 
of Sobel test shows that p < 0.001. It means that Islamic work ethics has a mediating 
effect on the relationship between human capital and public services performance. The 
details of findings are illustrated below in Table 5.24. 
 
Table 5.24 
The Findings of Sobel Test 
Input  Test Statistic Std. Error p-value 
a 0.542 Sobel Test 6.15693658 0.03468413 < 0.001 
b 0.394 Aroian Test 6.14132062 0.03477233 < 0.001 
Sa 0.045 Goodman Test 6.17267228 0.03459571 < 0.001 
Sb 0.055     
Note: *Significance level is p < .05, ** Significance level is p < .01, *** Significance 
level is p < .001 
 
Based on the above three methods, multiple regression analysis, Medgraph test, and 
Sobel test, it is proven that Islamic work ethics has a mediating role in the relationship 
between human capital and public services performance. Therefore, the fifth hypothesis 
(H5) in this study is supported. The summary of findings of Hypotheses testing is shown 











The Findings of Hypotheses Testing 
Hypotheses Description finding 
H1 There is a positive and significant relationship between 
Human Capital and Public Services Performance. 
Supported 
H2 There is a positive and significant relationship between 
Accountability and Public Services Performance. 
Supported 
H3 There is a positive and significant relationship between 
Islamic work ethics and Public Services Performance. 
Supported 
H4 There is a moderating impact of Accountability on the 




H5 There is a mediating impact of Islamic work ethics on 





The chapter presents the findings of this study which includes the output of analyses 
using Statistical Package for Social Science (SPSS) version 23. Regression analysis was 
conducted to analyze the impact of the independent variable, human capital, on the 
dependent variable, public services performance. Moreover, hierarchical regression 
analysis was used to measure the impact of the moderating variable, accountability, and 
the mediating variable, Islamic work ethics, on the human capital and public services 
performance relationship.  The findings of the hypotheses testing show that H1, H2, H3, 
and H5 are supported while H4 is not supported. The following chapter highlights the 








DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS 
6.0 Introduction 
This chapter summarizes the findings of this study, reviews the theoretical and 
managerial, contributions to literature and presents the limitations of the study, as well as 
recommendations and suggestions for future research. 
6.1 Summary of the study 
Economists define public services delivery as activities of the government for the purpose 
of enhancing public welfare, where the public services are considered as a basic 
component of the social contract between citizens and the state. Moreover, public 
services play an important role in sustainability, wellbeing, and growth of society, cities, 
and countries. Human capital is considered as a strategic asset that can enhance the 
values of the organization, and at the same time, enhance competitive advantage, it is of 
great value and is scarce. Consequently, based on discussions in previous studies, several 
gaps have been found that need to be bridged in the field of human capital, which is the 
main dimension of intellectual capital, especially in the public sector. 
 
Accordingly, the main purpose of this study is to investigate the relationship between 
human capital and public services performance in the public sector of Bahrain. This study 
also makes an effort to understand the indirect relationship between the two variables by 




work ethics on the relationship between human capital and public services performance. 
(The RBV) and contingency theories were employed to underpin this study. 
 
In order to achieve the purposes, this study used Pearson correlation analysis and 
hierarchical multiple regression to analyze the relationship between human capital, 
accountability and Islamic work ethics and public services performance. The findings 
show that all the relationships are positive and significant. Thus, hypotheses H1, H2, and 
H3 are supported. 
 
Hierarchical multiple regression analysis was used to analyze the two other hypotheses, 
the moderating impact of accountability and the mediating impact of Islamic work ethics 
on the relationship between human capital and public services performance. The findings 
reveal that the moderating effect of accountability on the relationship between human 
capital and public services performance is insignificant. Thus, hypothesis is not 
supported.  
 
To analyze the mediating impact of Islamic work ethics on the relationship between 
human capital and public services performance, multiple regressions was performed. 
There are many steps to follow as proposed by Baron and Kenny (1986), first, by 
measuring the direct relationship between human capital and public services 
performance, where the finding is positive and significant. The second is the direct 
relationship between human capital and Islamic work ethics, where the finding also is 




Islamic work ethics and public services performance in the single test. According to this 
test, it is found that the direct relationship between human capital and public services 
performance is reduced, meaning that Islamic work ethics partially mediates the 
relationship between human capital and public services performance. In addition, the 
mediating effect of Islamic work ethics on the relationship between human capital and 
public services performance was measured using several methods, namely Medgraph 
program as well as Sobel test. The findings show that the mediating effect of Islamic 
work ethics on the relationship between human capital and public services performance is 
positive and significant. Hence, hypothesis is supported.  
 
6.2 Discussion of Findings 
This section discusses the findings of the relationships proven between human capital, 
accountability and Islamic work ethics and public services performance. It also discusses 
the moderating impact of accountability on the relationship between human capital and 
public services performance and the mediating impact of Islamic work ethics on the 
relationship between human capital and public services performance. This study has five 
objectives which are the following: 
 
6.2.1 Objective one (1): The relationship between human capital and public services             
          performance 
The first objective of this study is to identify the relationship between human capital and 
public services performance. This objective led to the examining of the first hypothesis 
H1 which assumed that there is a positive and significant relationship between human 




result achieved in this study means that human capital is considered as great value, and 
scarce. It is a critical resource for enhancing and improving the competitive advantage of 
organizations and to achieve efficiency and effectiveness to get better performance of 
public services. In other words, a higher level of human capital (innovation, experiences, 
skills of the staff and their knowledge) would lead to a higher level of public services 
performance in the public sector of Bahrain.  
 
In addition, Pearson correlation analysis shows that the relationship between human 
capital and public services performance is strong, significant and positive, where the 
coefficient of correlation, is r = .537, and p < 0.01 as illustrated in Table 5.17 in Chapter 
Five. As a result of this, an increase in the value of human capital will lead to a greater 
increase in the value of public services performance. Moreover, this finding is supported 
by the RBV. The RBV states that organizational resources are the fundamental drivers of 
organizational performance and human capital is considered as one of the organizational 
resources. The RBV is a principle relationship between consumer value, competitive 
advantage and high performance (Clulow, et al., 2007).  
 
Moreover, human capital helps the public sector, and in particular, public services 
performance, to understand threats and opportunities in the external environment and the 
strengths and weaknesses in the internal environment. The result of this study supports 
the contingency theory in that it focuses on how an organization depends on external 
factors arising from the environment (Fredericks, 2005 & Gresov, 1989). In addition, the 




and identifies the type of the relationship between the organization and its environment 
through a configuration of variables (Shepard & Hougland, 1978). 
 
The mean value of human capital is 2.91; this value is considered to be moderate. It 
means that the level of efficiency of human capital in the public sector of Bahrain is not 
of a high standard and not strong. This is in line with general feeling as expressed by the 
citizens and journalists in various daily newspapers, as mentioned in the problem 
statement in Chapter One (Al-Tattan, 2017; Al-Mahmeed, 2016; Al-Sheikh, 2015 & Al-
Qrines, 2014).  
 
Accordingly, the policy makers in Bahrain should focus on the significant role of human 
capital on public services performance, which can be achieved through several aspects, 
such as:  raising the level of training, experience, skills, and knowledge and selection of 
competent human capital, to putting them in the right place with increased financial 
incentives and rewards. 
 
Based on the results, this study is considered to be in line with the results of a few 
previous studies conducted on public sector performance, such as: Du Plessis (2016) 
study on human capital in local government municipalities in South Africa and Jacobson 
and Sowa (2015) study on strategic human capital in Colorado and North Carolina 
Municipalities in the USA. Similarly, this study emphasizes and validates a statistically 





The few previous studies mentioned in Chapter One which were conducted in the public 
sector are different from this study in terms of the country of study and all the specifics 
regarding the country. For example, the study by Du Plessis (2016) was conducted in 
South Africa, which is considered a parliamentary representative democracy and a multi-
party system. The study by Jacobson and Sowa (2015) was conducted in the USA, which 
is a federal constitutional republic, as well as a developed country. This study was 
conducted in Bahrain, which is a hereditary, constitutional monarchy, as well as a 
developing country. Besides, in terms of cultural environment, both South Africa and the 
USA are non-Muslim countries and population usually speaks English. But Bahrain is a 
Muslim country located in the Arabian Gulf. In addition, a similar empirical study 
conducted in Bahrain is not available.  
 
Importantly, the major difference is the type of sample. In this study, the researcher used 
the citizens, while those previous studies mentioned above and in Chapter one used 
public-sector staff. Thus, one of the main theoretical contributions of this study is the 
empirical research conducted on the public sector of Bahrain. Hence, this is considered as 
a new theoretical contribution. Consequently, the result achieved by this study is that the 
importance of human capital is considered as a comprehensive concept, a basic resource 
and an asset that represents value to the organization (Schiuma et al., 2008). Moreover, in 
the field of delivery of services, human capital is considered essential for organizations 
that seek to improve performance (Lin, et al., 2012). Besides, the role of human capital in 
raising organizational performance is of great importance where it is considered as the 




6.2.2 Objective two (2): the relationship of accountability and public services     
         performance 
The second objective of this study is to identify the relationship between accountability 
and public services performance. This objective led to the examining of the second 
hypothesis H2 which assumed that there is a positive and significant relationship between 
accountability and public services performance. The result of this study proves that there 
is a positive and significant relationship between accountability and public services 
performance. This study confirms and supports the hypothesis H2 and the objective two. 
Hence, the result achieved by this study is that accountability is considered important to 
ensure proper functioning and performance of public services. In another words, this 
means that demonstrating a higher level of accountability would lead to a higher level of 
public services performance in the public sector of Bahrain.  
 
Besides, Pearson correlation analysis reveals that the relationship between accountability 
and public services performance is strong, significant and positive, where the coefficient 
of correlation, is r = .465, and p < 0.01, as shown in Table 5.17 in Chapter five. Hence, as 
a result of this, an increase in the value of accountability will lead to more increase in 
value of public services performance. 
 
The findings of this study are consistent with the result of previous studies, such as, Han 
and Hong (2016), Adejuwon (2014) and Caseley (2003). Similarly, this study emphasizes 
and validates the significant relationship between accountability and public services 
performance. Hence, this research is in line with previous research on the impact of 




the dependent variable in this study. Accountability is an important tool that puts pressure 
on key personnel to ensure good performance of public services (Siddiquee, 2005).  
 
Moreover, accountability of public sector servants is considered as a significant issue for 
all countries, both developing and developed (Ray, 2012). Furthermore, accountability 
helps the public sector, and in particular, public services performance, to understand 
threats and opportunities in the external environment and the strengths and weaknesses in 
the internal environment. Therefore, the result of this study supports the contingency 
theory in that it focuses on how an organization depends on external factors arising from 
the environment (Fredericks, 2005 & Gresov, 1989). 
 
The result achieved in this study, reveals the mean value of the responses is 3.37. This 
level is considered in the moderate range. It means that accountability in the public sector 
of Bahrain is not effective and not strong. This is in line with the general feeling from the 
Bahraini society from columnists in various daily newspapers about ineffectiveness of 
accountability on public services, for instance Al-Sheikh (2015), Al-Zayani (2014) and 
Al-Abyuki (2014). 
 
Thus, accountability is considered as a great value and a main indicator for political 
regimes of any country in the world. It is important to ensure the proper functioning and 
performance of public services. It is effective accountability on performance of public 




resources as well the achievement of financial discipline in order to achieve economic 
development. 
 
The few previous studies mentioned above and in Chapter one conducted in the public 
sector are different from this study. For instance, the study by Han and Hong (2016) was 
conducted in the USA, which is a federal constitutional republic as well as a developed 
country. Adejuwon (2014) study was conducted in Nigeria which is a federal presidential 
representative democratic republic. Caseley (2003) study was conducted in India, which 
is a democratic republic. This study is conducted in Bahrain, a hereditary, constitutional 
monarchy.  
 
Besides that, this study took into consideration the total population, characteristics and 
cultural environment. A similar empirical study in the public sector of Bahrain has not 
been found. Therefore, the theoretical contribution of this study is that it fills the gap 
through this empirical research on the relationship between accountability and public 
services performance in the public sector of Bahrain. Consequently, this study 
recommends that it is most important for policy makers in Bahrain to stress on 








6.2.3 Objective three (3): the relationship of Islamic work ethics and public service  
          performance       
The third objective of this study is to identify the relationship between Islamic work 
ethics and public services performance. This objective led to the examining of the third 
hypothesis H3, which assumed that there is a positive and significant relationship 
between Islamic work ethics and public services performance. The findings of this study 
demonstrate that there is a significant and positive relationship between Islamic work 
ethics and public services performance. It also supports and confirms hypothesis H3 and 
objective three. Hence, the result achieved in this study means that Islamic work ethics is 
the main input to instill good behavior and create value within individuals in the public 
sector agencies to get better performance of public services. In another words, showing a 
higher level of Islamic work ethics would result in a higher level of public services 
performance in the public sector of Bahrain.  
 
In addition, Pearson correlation analysis proves that the relationship between Islamic 
work ethics and public services performance is strong, significant and positive, where the 
coefficient of correlation, is r =.538, and p < 0.01, as illustrated in Table 5.17 in Chapter 
five. Hence, as a result of this, an increase in the value of Islamic work ethics will lead to 
a greater increase in the value of public services performance. Moreover, Islamic work 
ethics helps the public sector, and in particular, public services performance, to 
understand threats and opportunities in the external environment and the strengths and 
weaknesses in the internal environment. Therefore, the result of this study supports the 
contingency theory in that it focuses on how an organization depends on external factors 




Furthermore, the finding of this study is in line with previous studies conducted on 
organizational performance in various private sectors and countries, for example, Abbasi 
et al. (2012) and Yesil, et al. (2012). Likewise, the results of a previous study by Yousef 
(2001), concludes that the staff working in government sector organizations have a strong 
support for Islamic work ethics. Hence, in the same context, this study emphasizes and 
validates the positive and significant relationship between Islamic work ethics and public 
services performance. 
 
The mean value of Islamic work ethics is 3.23. This level is considered in the moderate 
range. It means that Islamic work ethics for all levels of employees in the public sector of 
Bahrain is not of a high level and not strong. This is in line with the result of a previous 
study conducted in Bahrain which concludes that one of the problems found in public 
services in Bahrain is lack of ethics, as well as weak legal framework (Al-Abyuki, 2014). 
 
Based on the finding achieved in this study, the significant role of Islamic work ethics on 
public services performance is revealed. Thus, Islamic work ethics is considered an 
important way to avoid mistakes and overcome obstacles; it also confirms the importance 
of consultation and cooperation in work. A focus on innovative and creative work is 
considered as a source of accomplishment and happiness (Kumar & Che Rose, 2012). 
Previous studies conducted in the public sector, have concluded that Islamic work ethics 
is largely adaptable in the public sector. It is also encouraging to see more studies on the 




performance, and individual behavior for all levels of workers in the public sector 
(Kumar & Che Rose, 2010; 2012). 
 
However, the few previous studies mentioned above are different from this study. Abbasi 
et al. (2012) study was conducted in Pakistan which is a federal parliamentary republic. 
Yesil, et al. (2012) study was conducted in Turkey which is a secular parliamentary 
representative democracy, This study is conducted in Bahrain, a hereditary, constitutional 
monarchy, with different population, characteristics and cultural environment. In 
addition, a similar empirical study has not been conducted in the public sector of Bahrain, 
an Arab country. Therefore, the theoretical contribution of this study is that it fills the gap 
through empirical research on the relationship between Islamic work ethics and public 
services performance in the public sector of Bahrain. 
 
6.2.4 Objective four (4): Accountability moderates the relationship between human     
          capital and public services performance 
The fourth objective of this study is to test the moderating impact of accountability on the 
relationship between human capital and public services performance. This objective led 
to the examining of the fourth hypothesis H4, which assumed that there is a positive and 
significant moderating impact of accountability on the relationship between human 
capital and public services performance. The findings of this study indicate that the role 
of accountability in the relationship between human capital and public services 
performances is not confirmed. In other words, there is no effect of accountability as a 





This is contrary to expectations and not in line with the previous studies that have used 
accountability as a moderating variable. Researchers such as, Joplin (2014), Rus, et al. 
(2012), Wallace, et al. (2011) and Demirer, et al. (2008), have found a partial effect of 
accountability as a moderator between two variables in various areas, even though, 
accountability is considered as a hallmark of effective services delivery (Omotoso, 2014). 
In addition, accountability is essential for improving the quality of public services, and at 
the same time, restore confidence of citizens in the government (Minja, 2013). Moreover, 
accountability is important to ensure the proper functioning and performance of public 
services and is one of the basic requirements to garner trust of the public (Ray, 2012). 
 
Based on the result achieved in this study, the possible reason why accountability, as a 
moderating variable, does not affect on the relationship between human capital and 
public services performance, could be due to the ineffectiveness of accountability on the 
public services performance in the public sector of Bahrain, Al-Sheikh (2015), Al-Zayani 
(2014) and Al-Abyuki (2014). This is supported by the result achieved in this study 
through the mean value of the respondents at 3.37 as illustrated in figure 5.13 in Chapter 
five. This level is considered in the moderate range, meaning that accountability in the 
public sector of Bahrain is not effective and not strong. 
 
On the other hand, the other possible reason why the moderating variable of 
accountability does not impact on the relationship between human capital and public 
services performance, could be due to the  study of a different  sector, the previous 




sector. The private and public sectors are different in various ways, such as in terms of 
profitability, operations, structure, background, regulations, responsibilities and work 
culture (Shrivastava & Purang, 2011). In addition, the different locations of this study and 
the previous studies would show different results. Moreover, the major difference is the 
type of target sample; where this study used all citizens of Bahrain, this reason might 
have contributed to the different result of this study and the previous studies.  
 
Moreover, this study is different in terms of country because this study is conducted in a 
country in the Arabian Gulf, i.e., in Bahrain, with a different political regime, besides the 
population, characteristics and cultural environment. In addition, a similar empirical 
study conducted in Bahrain is not found. Moreover, the previous studies mentioned above 
and in Chapter one used accountability as a moderating variable on a relationship 
between different variables. Therefore, the theoretical contribution in this study is that it 
fills the gap through the empirical research on the relationship between accountability as 
a moderating variable in the relationship between human capital and public services 
performance in the public sector of Bahrain by studying the joint impact of human capital 
and accountability on public services performance.   
 
6.2.5 Objective five (5): Islamic work ethics mediates the relationship between  
          human capital and public services performance      
The fifth objective of this study is to test the meditating impact of Islamic work ethics on 
the relationship between human capital and public services performance. This objective 
led to the examining of the fifth hypothesis H5, which assumed that there is a positive 




human capital and public services performance. The results show that Islamic work ethics 
partially mediates the relationship between human capital and public services 
performance. Hence, it can be explained that there is a direct relationship between human 
capital and public services performance. That relationship is affected by Islamic work 
ethics as a mediator variable; it also supports and confirms hypothesis H5 and objective 
five. This is in line with the previous studies that have used Islamic work ethics as a 
mediating variable, such as, Mursaleen, et al. (2015), Abdullah, et al. (2014), Rokhman, 
et al. (2011) and Yousef (2000) which show that Islamic work ethics has a significant and 
positive mediating role in the relationship between the variables in those studies.  
 
On the other hand, the contingency theory focuses on how an organization depends on 
external factors arising from the environment (Fredericks, 2005 & Gresov, 1989). In 
addition, the contingency theory leads to the recognition of the interrelationships within 
subsystems, and identifies the type of relationship between the organization and its 
environment through a configuration of variables (Shepard & Hougland, 1978). 
Therefore, the findings of this study supports the contingency theory through the   impact 
of Islamic work ethics as a mediating variable on the relationship between human capital 
and public services performance, Islamic work ethics helps human capital to have a 
greater impact on  public services performance and to become stronger through the 






From another aspect, there is a lack of research that has focused on Islamic work ethics as 
a mediating variable in the relationship between human capital and public services 
performance. Therefore, this study focuses on Islamic work ethics as a mediating variable 
in the relationship between human capital and public services performance. Thus, it can 
be said that this study is considered as the first study and makes a new theoretical 
contribution to fill the gap through this empirical research that measures the mediating 
effect of Islamic work ethics on the relationship between human capital and public 
services performance in the public sector of Bahrain. It also studies the joint impact of 
human capital and Islamic work ethics on public services performance. Hence, the result 
of Islamic work ethics as a mediator in the relationship between human capital and public 
services performance is a new whereby the ratio index shows that 35% of the relationship 
between human capital and public services performance is mediated by Islamic work 
ethics as illustrated in Figure 5.5 in Chapter five. 
 
Consequently, the result of this study emphasizes that the impact of human capital helps 
to enhance and improve the public services performance of the agencies and ministries of 
the public sector. In addition, the result demonstrates that Islamic work ethics completely 
mediates the relationship between human capital and public services performance. Hence, 
it is obvious that the impact of human capital on public services performance becomes 




6.3 Contributions of the Study 
The goal of this empirical study is to help fill the gaps in the body of knowledge on 
public sector in the area of public services performance. Consequently, this study tested 
the impact of the moderating role of accountability and the mediating role of Islamic 
work ethics on the relationship between human capital and public services performance 
in one framework. Through the findings of this study, there are several main 
contributions which are reviewed in two subsections as follows: theoretical and practical 
contributions that might be able to bridge the gaps in the literature. 
6.3.1 Theoretical Contribution 
The current empirical study has a number of theoretical contributions in the field of 
public services performance in the public sector of Bahrain. 
 
Firstly, human capital is one of the important subjects studied by various researchers, 
where the focus has been on the private sector. Very few researchers have focused on the 
public sector, especially public services performance. Accordingly, one of the important 
contributions of this study is the focus on the public sector. In addition, no study has been 
conducted in the public sector in Arab countries, Arabian Gulf countries, generally, and 
especially, in Bahrain. In relation to this, this study proves the importance of human 
capital in the organizations of the public sector, especially in terms of public services 
performance. The study considers human capital as a great value, scarce and a critical 
resource for enhancing and improving the competitive advantage of organizations and to 




Therefore, the findings of this study contribute to bridging the theoretical gap in the area 
of public services performance. Consequently, this study is contributes to the body of 
knowledge by investigating the relationship between human capital and public services 
performance.  
 
With regards to accountability, it is one of the significant aspects that puts pressure on the 
main actors to be responsible to guarantee good performance of public services (Paul, 
1992). In addition, accountability of public sector employees is considered as a 
significant issue for all countries, both developing and developed (Ray, 2012). Therefore, 
the findings of this study contribute by bridging the gap in the area of the public sector, 
especially public services performance. This study contributes to the body of knowledge 
by investigating the relationship between accountability and public services performance. 
 
With regards to Islamic work ethics, the public sector staff enjoy the opportunities to do 
better because of the nature and privileges associated with their work positions. 
Therefore, work ethics is crucial for the provision of public services. At the same time, 
Islamic work ethics is a main input in order to instill good behavior and create value 
within individuals in organizations of the public sector (Kumar, & Che Rose, 2012). 
Therefore, the findings of this study contribute by bridging the gap in the public sector, 
especially in public services performance. This study contributes to the body of 






Secondly, this study is one of the major contributions on the role played by Islamic work 
ethics as a mediating variable in the relationship between human capital and public 
services performance. Moreover, the study of the joint impact of human capital and 
Islamic work ethics on public services performance is lacking in the literature. In relation 
to that, according to the few previous studies conducted on various subjects and 
countries, it has been found that the Islamic work ethics has a positive and significant 
relationship with any independent and dependent variables. Moreover, according to 
previous researchers, such as:  Kumar and Rose (2010) and Ali and Al Owaihan (2008), 
Islamic work ethics is closely related to organizational performance. Furthermore, 
researchers, such as, Kumar and Che Rose (2010, 2012), have concluded that Islamic 
work ethics is largely adaptable in the public sector. 
 
Thirdly, the results of this study reveal that there is a need to implement Islamic work 
ethics in government organizations to ensure continuous success, and to enhance and 
improve public services performance which can then play a significant and positive role 
in developing human capital. That would lead to significantly contributing to the 
performance of public services. Similarly, previous studies that have used Islamic work 
ethics, have found a positive and significant relationship with organizational performance 
and individual behavior for all levels of workers in the public sector and have 
recommended implementing Islamic work ethics in organizations and ministries to ensure 





Therefore, it is important for policy makers in Bahrain to focus on Islamic work ethics 
which can be used as a code of conduct and adopted as a policy of behavior for all civil 
servants in the Civil Service Bureau. It is a main input in order to instill good behavior 
and create value among staff working in ministries and government organizations of the 
public sector. Moreover, previous studies have found that Islamic work ethics is easily 
adaptable in the public sector. Islamic work ethics places important psychological and 
social impetus on staff to raise their obligations in public services performance,  Islamic 
work ethics is considered as norms, values, rules, beliefs, principles and practices of 
Islam which are mentioned in the Holy Quran and the Sunnah of Prophet Muhammad 
(may peace be upon him) that confirms the differences between good and evil. 
 
Fourthly, to the best knowledge of the researcher, this study is the first study that 
investigates human capital as an independent variable, public services performance as a 
dependent variable, accountability as a moderating variable and Islamic work ethics as a 
mediating variable in one model of study. 
 
Finally, in the case of service failure, complaints become useful by their capacity to 
increase consciousness and to discover areas for improvement by highlighting the 
potential of innovation (Minelli & Ruffini, 2018). In this study, the main issue is the 
many complaints from citizens about public services performance. Therefore, it is 
important for policy makers in Bahrain to focus on complaints from citizens as a basis to 




6.3.2 Managerial Contributions 
The public sector policy makers, various governmental organizations and ministries, the 
Civil Service Bureau and top management teams may stand to gain from the findings of 
this study. In particular, this study has several managerial contributions and 
recommendations which can help to improve the public services performance to become 
more efficient and effective. Moreover, the findings of this study provide more insights 
into human capital, accountability and Islamic work ethics and their ability to impact on 
the efficiency and effectiveness of performance of public services. 
 
Firstly, this study presents empirical evidence to improve public services performance. 
Public services are considered as one of the major challenges in the world, and a basic 
component of the social contract between citizens and the state, it plays an important role 
in sustainability, wellbeing, and growth of societies, cities and countries. 
 
Secondly, and importantly, the empirical results of this study reveal that there is a 
positive and significant relationship between human capital and public services 
performance. The results of this study prove the vital and important role that human 
capital plays to enhance and increase the efficiency, effectiveness and improvements 
needed in the performance of public services, through the stock of knowledge, and 
competencies gained from skills, experience and education, besides personal 
characteristics. Meanwhile, the results of this study do not leave any doubt that the 
efficiency and effectiveness of performance of public services need the brightest and the 




Consequently, this study suggests that the officials in the public sector organizations of 
Bahrain should raise the level of human capital by improving their abilities and skills and 
providing them with knowledge, where by applying, learning and sharing, become a 
habit. Hence, the officials in the organizations should encourage innovation and 
creativity.  The ability to innovate and create means that the public sector is already 
producing useful or new ideas to enhance the public services provision or the creation of 
new products (Lee & Choi, 2003). Moreover, in the public sector, innovation is a great 
necessity due to increasing requests from the community because of globalization and 
dynamism in the world (Moore, & Hartley, 2008). 
 
With regards to the Economic Vision 2030, Mahmood and Azhar (2015) stated that 
logically, if an individual is better trained and better educated, he or she is likely to 
ensure greater benefits and productivity for the organization. Accordingly, the main 
characteristics of human capital are work experience and academic achievement and 
these characteristics are considered very important for improving the efficiency of the 
workforce. These two main characteristics comprise skills, beliefs, and knowledge for 
doing good work (Shih, et al., 2010). From another perspective, Islamic work ethics is 
considered as norms, values, rules, beliefs, principles and practices of Islam which are 
mentioned in the Holy Quran and the Sunnah of Prophet Muhammad (may peace be upon 
him), where it is seen as a method to avoid mistakes and overcome obstacles. In relation 
to that, this study suggests, that it is important for policy makers in Bahrain to focus on 
competent staff, who are qualified for the position, capable, and active, with the ability to 




adopted as a policy of behavior for all civil servants. Hence, this can enhance the 
understanding and conceptualization of public services performance reforms. This can 
increase the possibility of restoring satisfaction and trust of citizens in public services 
performance. 
 
6.4 Limitations of the Study 
There are a number of limitations that must be noted to avoid them in future studies as 
follows: 
 
Firstly, this study is limited to examining only the variables of human capital, 
accountability and Islamic work ethics and their impact on public services performance. 
It should be noted that there are several other variables that can play a role in affecting 
public services performance, which are not examined in this study. 
 
Secondly, one of the main limitations is the refusal to give out statistical information 
about the required data of the subject of the study because of the confidentiality, although 
it is available to the competent authorities and is considered as normal information that 
can be seen, and read via various media. The researcher sent several letters accompanied 
by a covering letter from Universiti Utara Malaysia to the concerned authorities, in 
addition to, making several phone calls to officials and mediating with some people to 
explain the nature of this study and its importance in contributing to the development of 
the performance of public services in Bahrain, in order to obtain this normal statistical 




from the Deputy Chief Executive, Electronic Transformation, Information & 
eGovernment Authority‟s of Bahrain through its website. 
 
Thirdly, another limitation of this study is lack of previous studies which have addressed 
the same variables in Bahrain, especially the variable of public services performance. 
This limitation hindered comparison of the results of this study with the results of other 
previous studies in the same context. 
 
Finally, the lack of research in Bahrain on the effect of the relationship between public 
services performance and citizens led to focusing only on the opinions of citizens and 
articles published of journalists in various daily newspapers. 
 
6.5 Suggestions for Future Research 
The current study has several suggestions for future research as follows:  
Firstly, although this study has added to the body of knowledge in this field, very few 
studies have been conducted in this area in various countries in the world, in particular, in 
Bahrain. Thus, future studies can be conducted in various countries, especially in the 
Arabian Gulf, due to the similarity of the political regime, culture, environment, religion 
and other characteristics, to compare with the results of this study.   
 
Secondly, this study used the questionnaire as a quantitative method for collection of 
data. The respondents may not be willing to answer questions correctly via this tool. Also 




Therefore, it is better to use both quantitative and qualitative method because qualitative 
method is an approach which can be used for understanding and discovering what 
individuals mean by their comments to enable more comprehension of the aspects 
studied. 
 
Finally, future research should include other respondents, such as the foreign residents, as 
this study is limited to citizens of Bahrain. 
 
6.6 Conclusion 
This study addresses one of the most important issues in the world, including in Bahrain, 
where public services are considered as the key driver of social and economic 
development, sustainable development, wellbeing and growth of society, cities, and 
countries. It is also considered as an index of the society‟s health. Public services 
performance at the economic and political levels, is reflected in political stability of the 
country and the relationship of the political regime with the citizens. 
 
The current study is a new and bold attempt. It is the first empirical research effort to 
investigate and find the relationship between human capital and public services 
performance, in the public sector of Bahrain, by measuring the moderating role of 
accountability and mediating role of Islamic work ethics. It is hoped that this study will 






Based on the results of this study, the importance of human capital and its impact on 
public services performance is confirmed. It also confirms that the positive and 
significant relationship can improve the efficiency and effectiveness of public services 
performance. Human capital consists not only of explicit and implicit knowledge of staff, 
it also involves staff efficiency, capabilities, skills and knowledge which are needed for 
implementing new strategies and innovation. 
 
This study demonstrates the positive and direct mediating role of Islamic work ethics on 
the relationship between human capital and public services performance, by confirming 
its ability to enhance, instill and improve the process of good behavior for staff in 
ministries and organizations of the public sector, that in turn, are reflected in public 
services performance. This can lead to psychological and social pressure on staff to raise 
their obligations in public services performance. Moreover, this study presents the 
moderating role of accountability in the relationship between human capital and public 
services performance. However, the results of this study reveal no moderating effect of 












Abbasi, A., Mir, G., & Hussain, M. (2012). Islamic work ethics: how it affects 
organizational learning, innovation and performance. Actual Problems of Economics, 
12 (138), 471- 480. 
Abdi, M. F., Nor, S. F. D. W. M., & Radzi, N. Z. M. (2014). The impact of Islamic work 
ethics on job performance and organizational commitment. In Proceedings of 5th 
Asia-Pacific Business Research Conference, Kuala Lumpur, Malaysia. 
Abdulai, M., Kwon, Y., & Moon, J. (2012). Intellectual capital and firm performance: An 
empirical study of software firms in West Africa. The African Journal of Information 
Systems, 4(1), 1-30. 
Abdullah, F. (2012). The role of Islam in human capital development: a juristic 
analysis. Humanomics, 28(1), 64-75. 
Abdullah, Z., Ali, S. H. S., & Jusoh, A. S. (2014). Analyzing Issue of Organizational 
Commitment: Determining Mediating Factor of Islamic Work Ethic. Journal of 
Applied Environmental and Biological Sciences, 4(5S), 32-40. 
Abdulrahman, A. (2015, June 17). Several reasons for bureaucracy. Akbar Al-kahleej.p.1. 
Abeng, T. (1997). Business ethics in Islamic context: Perspectives of a Muslim business 
leader. Business Ethics Quarterly, 7(3), 47-54. 
Adegite, E. (2010). Accounting, accountability and national development. Nigerian 
accountant, 43(1), 56-64. 
Adei, S. (2008). The Role of Public Service in A Developmental State: Lessons from the 
Newly Industrialised Countries (NICs) For Africa, presented at AAPAM Annual 




Adejuwon, D. K. (2014). Enchancing Public Accountability and Performance in Nigeria: 
Periscoping the Impediments and Exploring Imperative Measures. Africa's Public 
Service Delivery and Performance Review, 2(2). 
Adejuwon, K. D. (2012). The dilemma of accountability and good governance for 
improved public service delivery in Nigeria. Africa‟s Public Service Delivery & 
Performance Review, 1(3), 25-45. 
Afifuddin, H. B., & Siti-Nabiha, A. K. (2010). Towards good accountability: The role of 
accounting in Islamic religious organisations. World Academy of Science, 
Engineering and Technology, 66, 1133-1139. 
Afrah, N. A. (2016). The Role of Human Capital Development on Organizational 
Performance: Case Study Benadir University, Mogadishu, Somalia. European Journal 
of Business and Management, 8(4), 120-124. 
Afridi, A. H. (2016). Human capital and economic growth of Pakistan. Business & 
Economic Review, 8(1), 77-86. 
Afuah, A. (1998). Innovation management: Strategies, implementation, and profits. New 
York: Oxford University Press. 
Agba, M., Ochimana, G., & Abubakar, Y. (2013). Public Service Ethics and the Fight 
against Corruption in Nigeria: A Critical Analysis. Journal of Public Administration 
and Management Research, 2(1), 112-118. 
Akinboade, O., Kinfack, E., & Mokwena, M. (2012). An analysis of citizen satisfaction 
with public service delivery in the Sedibeng district municipality of South 




Akinboade, O., Mokwena, M., & Kinfack, E. (2013).Understanding citizens' participation 
in service delivery protests in South Africa's Sedibeng district 
municipality. International Journal of Social Economics, 40(5), 458-478. 
Al-Abyuki, M. (2014, May 6). Anti corruption mechanisms in legislation Bahraini and 
international conventions, master thesis, University of Applied Sciences. Akbar Al-
kahleej.p.13. 
Al-Ayoubi, A. (2018, June 4). Do service ministries have boldness to referendum the 
citizens about performance of services? - Akbar Al-kahleej, P13. 
Aldulaimi, S. H. (2016). Fundamental Islamic perspective of work ethics. Journal of 
Islamic Accounting and Business Research, 7(1), 59-76. 
Al-Ghazali Al-Imam, A. H. M. I. M. (1998). Ihya „Ulumuddin. Egypt: Maktabah Misr. 3. 
Alhyasat, K. MK. (2012). The role of Islamic work ethics in developing organizational 
citizenship behavior at the Jordanian Press Foundations. Journal of Islamic 
Marketing, 3(2), 139-154. 
Ali, A. (2005). Islamic Perspectives on Management and Organization. Edward Elgar, 
Cheltenham, Northampton, MA. 
Ali, A. J. (1992). The Islamic work ethic in Arabia. The Journal of Psychology, 126(5), 
507-519. 
Ali, A. J., & Al-Owaihan, A. (2008). Islamic work ethic: a critical review. Cross cultural 
management: An International Journal, 15(1), 5-19. 
Ali, H., & Sharif Chaudhry, I. (2017). Effect of Human Capital on Organization 
Performance: An Analysis from Service Sector of Punjab, Pakistan. European Online 




Alipour, F., Idrisb, K., Ismailc, I. A., Ulid, J. A., & Karimi, R. (2012). The Relationship 
between Human Capital and Organizational Performance: Mediating Effect of 
Intrapreneurship. Archives Des Sciences, 65(5), 377-393. 
Al-Khajah, Z. (2018, April 18). The number of complaints received since 2014 until 
2017.Al-ayam,P8. Retrieved from www.alayam.com/alayam/local/723496/News.html. 
Al-Mahmeed, M. (2016, Augest 18). Bureaucracy and severe delays in the completion of 
citizens transactions. Akbar Al-kahleej, P7. 
Alnap (2012). Sampling Methods and Sample Size Calculation for the Smart 
Methodology. Retrieved from http://www.humanitarianresponse.info/syste. 
Al-Qrines, K. (2014, April 10). Press investigation with citizens about public services.  
Akbar Al-kahleej, p13. 
Al-Sheikh, E. (2015, May 7).The killer bureaucracy.Akhbar A-lkhaleej, P.28. 
Al-Sheikh, E. (2017, Agust 2). We need to be improved in services for routine 
transactions. Akhbar A-lkhaleej, P.20. 
Al-Sheikh, F. (2015, February 15). Putting the right person in the right place. Al- watan, 
P21. 
Al-Tattan, H. (2017, October 23). Delay in the completion of public transactions of 
citizens. Al- watan, P24. 
Al-Toplani, M. (2013, May 27). The evolution of administrative development of Bahrain. 
Al-wasat.P4. 





Andreeva, T., & Garanina, T. (2016). Do all elements of intellectual capital matter for 
organizational performance? Evidence from Russian context. Journal of Intellectual 
Capital, 17(2), 397-412. 
Andrews, R., & Boyne, G. (2011). Corporate capacity and public service 
performance. Public Administration, 89(3), 894-908. 
Andrews, R., Boyne, G. Meier, K. O'toole, L. & Walker, R. (2012).Vertical strategic 
alignment and public service performance. Public Administration, 90(1), 77-98. 
Andrews, R., Boyne, G., Law, J., & Walker, R. (2008).Organizational strategy, external 
regulation and public service performance. Public Administration, 86(1), 185-203. 
Andrews, R., Boyne, G., Law, J., & Walker, R. (2009). Centralization, organizational 
strategy, and public service performance. Journal of Public Administration Research 
and Theory, 19(1), 57-80. 
Andrews, R., Boyne, G., Meier, K., O'toole, L., & Walker, R. (2005). Representative 
bureaucracy, organizational strategy, and public service performance: An empirical 
analysis of English local government. Journal of Public Administration Research and 
Theory, 15(4), 489-504. 
Anyim, F. C., Ufodiama, N. M., & Olusanya, O. A. (2013). Ethics in Nigeria public 
sector: The HR practitioners‟ perspectives. European Journal of Business and Social 
Sciences, 2(8), 132-143. 
Augusto Felício, J., Couto, E., & Caiado, J. (2014). Human capital, social capital and 
organizational performance. Management Decision, 52(2), 350-364. 
Arowolo, D. (2012). Ethics, motivation and performance in Nigeria‟s public service. 




Armstrong, M (2009). Armstrong‟s Handbook of Human Resource Management 
Practice. (11thed.).U.K: Kogan Page Ltd. 
Awan, M. A. S., & Sarfraz, N. (2013). The Impact of human capital on Company 
performance and the mediating effect of employee‟s satisfaction. IOSR Journal of 
Business and Management, 8(2), 76-82. 
Aziz, M. A. A., Ab Rahman, H., Alam, M. M., & Said, J. (2015). Enhancement of the 
accountability of public sectors through integrity system, internal control system and 
leadership practices: A review study. Procedia Economics and Finance, 28, 163-169. 
Azmi, I. A. G. (2009). Human capital development and organizational performance: A 
focus on Islamic Perspective. Syariah Journal, 17(2), 353-372. 
Babbie, E. (1990). Survey research methods (2nd ed). Belmont: Wadsworth Cengage. 
Bahrain Open Data Portal (2017). Public services share to GDP. Retrieved from 
http://www.data.gov.bh/ar/. 
Bahrain Open Data Portal (2016). Bahrain in Figures 2016, the total number of Bahraini 
people. Retrieved from http://www.data.gov.bh/. 
Bahrain Open Data Portal (2015). Area of Kingdom of Bahrain by Governorate. 
Retrieved from http://www.data.gov.bh/. 
Bahrain News Agency (2015). The government's work program for the years (2015-
2018). Retrieved from http:// www.bna.bh/portal/news/648429. 
Bakir, M., Sofian, M., Hussin, F., & Othman, K. (2015). Human Capital Development 





Balaboniene, I., & Vecerskiene, G. (2015). The aspects of performance measurement in 
public sector organization. Procedia-Social and Behavioral Sciences, 213, 314-320. 
Barlett, J. E., Kotrlik, J. W., & Higgins, C. C. (2001). Organizational research: 
Determining appropriate sample size in survey research. Information technology, 
learning, and performance journal, 19(1), 43. 
Barney, J. B. (2001). Resource-based theories of competitive advantage: A ten-year 
retrospective on the resource-based view. Journal of management, 27(6), 643-650. 
Baron, R. M., & Kenny, D. A. (1986). The moderator–mediator variable distinction in 
social psychological research: Conceptual, strategic, and statistical considerations. 
Journal of Personality and Social Psychology, 51(6), 1173. 
Beekun, R. (1997). Islamic Business Ethics. International Institute of Islamic thought, 
Herndon, Virginia, U.S.A. 
Behn, R. D. (2003). Why measure performance? Different purposes require different 
measures. Public administration review, 63(5), 586-606. 
Besley, T., & Ghatak, M. (2007). Reforming Public Service Delivery1. Journal of 
African Economies, 16(suppl 1), 127-156. 
Bhuiyan, S. H., & Amagoh, F. (2011). Public sector reform in Kazakhstan: issues and 
perspectives. International Journal of Public Sector Management, 24(3), 227-249. 
Bird, S., Cox, D., Farwell, V., Goldstein, H., Holt, T., & Smith, P. (2003). RSS Working 
Party on Performance Monitoring in the Public Services. London: Royal Statistical 
Society. 
Bontis, N. (1998). Intellectual capital: an exploratory study that develops measures and 




Borg, W.K. & Gall, M.D. (1989).Educational research: An introduction. New York: 
Longman. 
Bosma, N., Van Praag, M., Thurik, R., & De Wit, G. (2004). The value of human and 
social capital investments for the business performance of startups. Small Business 
Economics, 23(3), 227-236. 
Bossi A., Fuertes Y., & Serrano C. (2005). Reflexiones en torno a la aplicacióndel capital 
intelectual en el sector público. Revista Española de Financiación y 
Contabilidad, 34(124), 211-245. 
Boyne, G., & Meier, K. (2009). Environmental turbulence, organizational stability, and 
public service performance. Administration & Society, 40(8), 799-824. 
Boyne, G., & Walker, R. (2010). Strategic management and public service performance: 
The way ahead. Public Administration Review, 70(s1), s185-s192. 
Broadbent, J., & Guthrie, J. (2008). Public sector to public services: 20 years of 
“contextual” accounting research. Accounting, Auditing & Accountability 
Journal, 21(2), 129-169. 
Burund, S., & Tumolo, S. (2004). Leveraging the new human capital: Adaptive 
strategies, results achieved, and stories of transformation. Boston, USA: Nicolas 
Brealey America. 
Cabrita, M., & Bontis, N. (2008). Intellectual capital and business performance in the 





Carmeli, A., & Schaubroeck, J. (2005). How leveraging human resource capital with its 
competitive distinctiveness enhances the performance of commercial and public 
organizations. Human Resource Management, 44(4), 391–412. 
Caseley, J. (2003). Blocked drains and open minds: multiple accountability relationships 
and improved service delivery performance in an Indian city. Institute of Development 
Studies (IDS) Working Paper 211. 
Cavana, R. Y., Delahaye, B. L., & Sekaran, U. (2001). Applied business research: 
Qualitative and quantative methods. Australia: John Wiley & Sons Ltd. 
Chahal, H., & Bakshi, P. (2015). Examining intellectual capital and competitive 
advantage relationship: role of innovation and organizational learning. International 
Journal of Bank Marketing, 33(3), 376-399. 
Chen, J. S., Tsou, H. T., & Huang, A. Y. H. (2009). Service delivery innovation: 
Antecedents and impact on firm performance. Journal of Service Research, 12(1), 36-
55. 
Chen, J., Zhu, Z., & Xie, H. (2004). Measuring intellectual capital: a new model and 
empirical study. Journal of Intellectual capital, 5(1), 195-212. 
Chidi, C. O., & Okpala, O. P. (2012). Human Capital Resourcing Practices and 
Organisational Performance: A Study of Selected Organisations in Lagos State, 
Nigeria. In Theoretical and Methodological Approaches to Social Sciences and 






Chigozie, M. P., AGA, Celestina. C., & Onyia, E. (2018). Effect of Human Capital 
Development in Organizational Performance in Manufacturing Industries in South-
East Nigeria. International Journal of Academic Research in Economics and 
Management Sciences, 7(3), 60–78. 
Chikwe, C. K., Ogidi, R. C., & Nwachukwu, K. (2015). Challenges of Research and 
Human Capital Development in Nigeria. Journal of Education and Practice, 6(28), 
44-47. 
Clulow, V., Barry, C., & Gerstman, J. (2007). The resource-based view and value: the 
customer-based view of the firm. Journal of European industrial training, 31(1), 19-
35. 
Coakes, S. J., & Steed, L. (2007). SPSS Version 14.0 for Windows: Analysis without 
anguish. JohnWiley & Sons Australia Ltd., Australia, 3(1), 15. 
Conner, K. R. (1991). A historical comparison of resource-based theory and five schools 
of thought within industrial organization economics: do we have a new theory of the 
firm?. Journal of management, 17(1), 121-154. 
Creswell, J. (2009). Research design: Qualitative, quantitative, and mixed methods 
approaches. SAGE Publications, Incorporated. 
Creswell, J. W. (2008). Educational research: Planning conducting .and evaluating 
quantitative and qualitative research (3rd ed.). Upper Saddle River, NJ: Merrill 
Prentice Hall. 
Crook, T. R., Todd, S. Y., Combs, J. G., Woehr, D. J., & Ketchen Jr, D. J. (2011). Does 
human capital matter? A meta-analysis of the relationship between human capital and 




Cuganesan, S., Dunford, R., & Palmer, I. (2012). Strategic management accounting and 
strategy practices within a public sector agency. Management Accounting 
Research, 23(4), 245-260. 
Dalkir, K. (2013). Knowledge management in theory and practice. Routledge. 
Davis, D. (2000). Business Research for Decision Making. Canada Brooks/Cole: 
Thomson. 
Davis, W. D., Mero, N., & Goodman, J. M. (2007). The interactive effects of goal 
orientation and accountability on task performance. Human Performance, 20(1), 1-21. 
Deininger, K., & Mpuga, P. (2005). Does greater accountability improve the quality of 
public service delivery? Evidence from Uganda.World development, 33(1), 171-191. 
Demirer, H., Gures, N., & Akgul, V. (2008). The Moderating effects of perceived 
accountability on the relationship between sales personal‟s empowerment and 
organizational commitment: afield research in Turkish travel agencies. Journal of the 
Cukurova University Institute of Social Sciences, 17(3).105-128. 
Diagne, M. F., Ringold, D., & Zaidi, S. (2012). Governance and public service delivery 
in Europe and Central Asia: unofficial payments, utilization and satisfaction. The 
World Bank. 
Diana, M. I. H. A. I. U. (2014). Measuring Performance in The Public Sector: between 
Necessity and Difficulty. Studies in Business & Economics, 9(2), 40-50. 
Dubnick, M., & Frederickson, H. G. (2011). Public accountability: Performance 
measurement, the extended state, and the search for trust. National Academy of 




Dumay, J., Guthrie, J., & Farneti, F. (2010). GRI sustainability reporting guidelines for 
public and third sector organizations: A critical review. Public Management Review, 
12(4), 531-548. 
Du Plessis, L. M. (2016). Human capital development in local government and the search 
for a capable state. African Journal of Public Affairs, 9(3). 
Dzimbiri, L. B. (2016). Politics and Public Service Human Resource Management 
Systems in Malawi. World Journal of Social Science, 3(2), 9-22. 
Edvinsson, L., & Malone, M. S. (1997). Intellectual Capital: Realizing Your Company's 
True Value by Finding Its Hidden Brainpower. 
Elsayir, H. A. (2014). Comparison of precision of systematic sampling with some other 
probability samplings. American Journal of Theoretical and Applied Statistics, 3(4), 
111-116. 
Emmanuel, A., Oluwayemisi, A., & Balogun, J. A. (2015). Influence of human capital 
management on organizational performance. Journal of Resources Development and 
Management, 14, 8-14. 
Fernandes, A. A. R., & Fresly, J. (2017). Modeling of role of public leader, open 
government information and public service performance in Indonesia. Journal of 
Management Development, 36(9), 1160-1169. 
Field, A. (2009). Discovering statistics using SPSS. Sage publications. 
Foley, J. (2008). Service delivery reform within the Canadian public sector 1990-2002. 
Employee relations, 30(3), 283-303. 





Fredericks, E. (2005). Infusing flexibility into business-to-business firms: A contingency 
theory and resource-based view perspective and practical implications. Industrial 
Marketing Management, 34(6), 555-565. 
Frink, D. D., & Ferris, G. R. (1999). The moderating effects of accountability on the 
conscientiousness-performance relationship. Journal of Business and 
Psychology, 13(4), 515-524. 
Galabova, L., & Ahonen, G. (2011). Is intellectual capital-based strategy market-based or 
resource-based? On sustainable strategy in a knowledge-based economy. Journal of 
Human Resource Costing & Accounting, 15(4), 313-327. 
Galbreath, J. (2005). Which resources matter the most to firm success? An exploratory 
study of resource-based theory. Technovation, 25(9), 979-987. 
Garcia-Zamor, J. C. (2015). Quality of governance and ethical public service delivery 
(PSD) in developing countries. Journal of management and strategy, 6(3), 28-37. 
Gazija, A. (2011). Importance of staff training in hotel industry Case Study: Hotel 
Dukagjini. ILIRIA International Review, 2, (195), 1-11. 
Gresov, C. (1989). Exploring fit and misfit with multiple contingencies. Administrative 
Science Quarterly, 34, 431-453. 
Guthrie, J., & Dumay, J. (2015). New frontiers in the use of intellectual capital in the 
public sector. Journal of Intellectual Capital, 16(2), 258-266. 
Guthrie, J., Marcon, G., Russo, S., & Farneti, F. (Eds.). (2014). Public value 




Haider, S., (2015). The relationship between emotional intelligence (EI) and 
organizational citizenship behavior (OCB): The moderating role of Islamic work 
ethics (IWE). Asean Journal of Psychiatry, 16(1), 95-105. 
Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate Data 
Analysis: A Global Perspective. (7th Ed, p. 800). Pearson Prentice Hall, USA. 
Halim, S. (2010). Statistical analysis on the intellectual capital statement. Journal of 
Intellectual Capital, 11(1), 61-73. 
Hall, A. T., Royle, M. T., Brymer, R. A., Perrewé, P. L., Ferris, G. R., & Hochwarter, W. 
A. (2006). Relationships between felt accountability as a stressor and strain reactions: 
The neutralizing role of autonomy across two studies. Journal of Occupational Health 
Psychology, 11(1), 87. 
Hall, A. T., Zinko, R., Perryman, A. A., & Ferris, G. R. (2009). Organizational 
citizenship behavior and reputation mediators in the relationships between 
accountability and job performance and satisfaction. Journal of Leadership & 
Organizational Studies, 15(4), 381-392. 
Handler, H., Koebel, B., Reiss, P., & Schratzenstaller, M. (2005). The size and 
performance of public sector activities in Europe (No. 246). WIFO working papers. 
Han, Y., & Hong, S. (2016). The Impact of Accountability on Organizational 
Performance in the US Federal Government: The Moderating Role of Autonomy. 
Review of Public Personnel Administration, 0734371X16682816. 
Han, Y., & Li, D. (2015). Effects of intellectual capital on innovative performance: The 




Harryanto, N. (2012). The Effect of Managerial, Political, and Public in Interest on 
Budget Performance: The Role of Budget Discipline, Budget Approval, and 
Accountability as Mediators in Indonesia Local Government (Doctoral dissertation, 
University Utara Malaysia). 
Hashi, A. A. (2011). Islamic ethics: An outline of its principles and scope. Revelation and 
Science, 1(3), 122-130. 
Hashi, A.  & Bashiir, A. (2009, May). Human Capital Development from Islamic 
Perspective. Paper presented at the International Conference on Human Capital 
Development, by UMP, Kuantan Pahang, Malaysia. 
Hayaati, S. I. (2007). Values & ethics towards quality public delivery system of 
Malaysia: an Islamic perspective. Journal Syariah, 15 (2), 25-43. 
Hertzog, M. A. (2008). Considerations in determining sample size for pilot studies. 
Research in nursing & health, 31(2), 180-191. 
Hochwarter, W. A., Kacmar, C., & Ferris, G. R. (2003). Accountability at work: An 
examination of antecedents and consequences. In annual meeting of the Society of 
Industrial and Organizational Psychology, Orlando, FL. 
Hochwarter, W. A., Perrewé, P. L., Hall, A. T., & Ferris, G. R. (2005). Negative 
affectivity as a moderator of the form and magnitude of the relationship between felt 
accountability and job tension. Journal of Organizational Behavior, 517-534. 
Hochwarter, W., Ferris, G., Gavin, M., Perrewé, P., Hall, A., & Frink, D. (2007). Political 
skill as a moderator of the felt accountability–job performance relationship: 
Longitudinal convergence of mediated moderation results. Organizational Behavior 




Hochwarter, W., Parker Ellen III, B., & Ferris, G. (2014). Examining the interactive 
effects of accountability, politics, and voice. Career Development International, 19(4), 
358-380. 
Hooks, J. J. (2000). Accountability in the retail and distribution sectors of the New 
Zealand electricity industry (Doctoral dissertation, University of Waikato). 
Hsiung, H. H., & Wang, J. L. (2012). Value creation potential of intellectual capital in the 
digital content industry. Investment Management and Financial Innovations, 9(2), 81-
90. 
Hsu, I. C., Yeh-Yun Lin, C., Lawler, J. J., & Wu, S. H. (2007). Toward a model of 
organizational human capital development: Preliminary evidence from Taiwan. Asia 
Pacific Business Review, 13(2), 251-275. 
Huang, Y. C., & Jim Wu, Y. C. (2010). Intellectual capital and knowledge productivity: 
The Taiwan biotech industry. Management Decision, 48(4), 580-599. 
Hudson, W. (1993). Intellectual Capital: How to build it, enhance it, use it: John Wiley 
& Sons New York. 
Hulten, C. R. (2017). The importance of education and skill development for economic 
growth in the information era (No. w24141). National Bureau of Economic Research. 
Hutcheson, G. D., & Sofroniou, N. (1999). The multivariate social scientist: Introductory 
statistics using generalized linear models. Sage. 
Ibn Taymiyah, A.B.A.H. (1988). Al-Siyasah al-Sharyiah fi Islahi al-Rai‟ wa al-Rayi‟ah, 
Darual-Kultub al-Ilmiyyah, Beirut. 
Igbaekemen, G. O., & Odivwri, J. E. (2014). Impact of Human Capital Development on 




Igbokwe-Ibeto, C., Chukwuemeka, E., & Okechukwu, E. (2014). Enhancing Human 
Capital Development and Service Delivery in Nigerian Tertiary Institutions through 
Effective Academic Staff. Africa‟s Public Service Delivery & Performance Review, 
2(3), 125-152. 
Imam, A., Abbasi, A. S., & Muneer, S. (2013). The impact of Islamic work ethics on 
employee performance: testing two models of personality X and personality Y. Sci. 
Int (Lahore), 25(3), 611-617. 
Ingram, A. (2010). Sharing knowledge, improving practice, changing lives. Institute for 
Research and Innovation in Social Services. Retrieved from 
https://lx.iriss.org.uk/sites/default/files/resources/sharing_knowledge_improving_prct
ice_changing_lives.pdf. 
Jääskeläinen, A., & Lönnqvist, A. (2011). Public service productivity: how to capture 
outputs?. International Journal of Public Sector Management, 24(4), 289-302. 
Jackson, M. (2009). Responsibility versus accountability in the Friedrich-Finer 
debate. Journal of Management History, 15(1), 66-77. 
Jacobson, W. S., & Sowa, J. E. (2015). Strategic human capital management in municipal 
government: An assessment of implementation practices. Public Personnel 
Management, 44(3), 317-339. 
Jamal (2008). Impact of Human Capital on Organizational Performance Foundation 
University PhD Thesis. 
Jamal, W., & Saif, M. I. (2011). Impact of human capital management on organizational 





James, O. (2011). Managing Citizens expectations of public service performance: 
Evidence from Observation and experimentation in Local Government. Public 
Administration, 89(4), 1419-1435. 
James, O. (2010). Performance measures and democracy: Information effects on citizens 
in field and laboratory experiments. Journal of Public Administration Research and 
Theory, 21(3), 399-418. 
Jalil, A., Azam, F. & Rahman, M. K. (2010). Implementation mechanism of ethics in 
business organizations. International Business Research, 3(4), 45-151. 
Johnston, R. & Clark, G.(2001). Service Operations Management. Prentice-Hall, Harlow, 
United Kingdom. 
Joplin, T. L. (2014). Excessive entitlement, psychological contract fulfillment, and 
employee outcomes: The moderating effect of accountability (Doctoral dissertation, 
Oklahoma State University). 
Khayinga, C. M. & Muathe, S. (2018). Human Capital Development and organizational 
performance: review & critique of literature and A research agenda. International 
Journal for Innovation Education and Research 6(2), 144-153. 
Khan, K., Abbas, M., Gul, A., & Raja, U. (2015). Organizational justice and job 
outcomes: Moderating role of Islamic work ethic. Journal of Business Ethics, 126(2), 
235-246. 
Knies, E., Boselie, P., Gould-Williams, J., & Vandenabeele, W. (2018). Strategic human 
resource management and public sector performance: context matters. The 




Komnenic, B., &Pokrajcic, D. (2012). Intellectual capital and corporate performance of 
MNCs in Serbia. Journal of Intellectual Capital, 13(1),106-119. 
Kong, E., & Thomson, S. B. (2009). An intellectual capital perspective of human 
resource strategies and practices. Knowledge Management Research & Practice, 7(4), 
356-364. 
Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research 
activities. Educpsychol meas. 
Kumar, N., & Che Rose, R. (2010). Examining the link between Islamic work ethic and 
innovation capability. Journal of Management Development, 29(1), 79-93. 
Kumar, N., & Che Rose, R. (2012). The impact of knowledge sharing and Islamic work 
ethic on innovation capability. Cross Cultural Management: An International 
Journal, 19(2), 142-165. 
Kuye, J.  (2014). A critical re-think of public administration and management in 
continental Africa.  African Journal of Public Affairs, 7(4), 177-185. 
Kwaghga, B. (2014). Challenges of Ethics and Accountability in Nigerian Civil Service. 
Journal of Poverty, Investment and Development, 3, 1-5.  
Kwaghga, B. and Beatrice, K. (2013), Challenges of Ethics and Accountability in Nigeria 
Civil Service: Implication for Counseling, Journal of Humanities and Social Science 
9 (2), 18-23. 
Lafuente, E., & Rabetino, R. (2011). Human capital and growth in Romanian small 




Laroche, M., Mérette, M., & Ruggeri, G. (1999). On the concept and dimensions of 
human capital in a knowledgebased economy context. Canadian Public 
Policy/Analyse de Politiques, 25(1), 87-100. 
Latib, M. F. A., Abdullah, M. S., Othman, M. Z., & Mat, N. K. N. (2013). Islamic 
spirituality and peers influence as antecedents of ethical intention of public servants: A 
structural equation modelling (SEM) approach. Human Resource Management 
Research, 3(1), 39-42. 
Lawal, T. O. L. U., & Owolabi, D. A. R. E. (2012). Leadership Debacle: The Bane of 
Good Governance in Nigeria. Afro Asian Journal of Social Sciences, 3(3.3), 1-12. 
Lee, H., & Choi, B. (2003). Knowledge management enablers, processes, and 
organizational performance: An integrative view and empirical examination. Journal 
of management information systems, 20(1), 179-228. 
Leedy, P. & Ormrod, J. (2005).Practical research: Planning and design. New Jersey: 
Prentice Hall. 
Ledimo, O., & Martins, N. (2015). The perceptions and nature of service delivery 
innovation among government employees: An Exploratory study. Journal of 
Governance and Regulation, 4(4), 575-580. 
Lepak, D. P., Takeuchi, R., & Snell, S. A. (2003). Employment flexibility and firm 
performance: Examining the interaction effects of employment mode, environmental 
dynamism, and technological intensity. Journal of Management, 29(5), 681-703. 
Leung, S. O. (2011). A comparison of psychometric properties and normality in 4-, 5-, 6-, 




Lewis, M. (2006). Accountability and Islam. The Fourth International Conference on 
Accounting and Finance in Transition, Adelaide. 
Li, Q., & Chang, C. (2010).The customer lifetime value in Taiwanese credit card 
market. African Journal of Business Management, 4(5), 702. 
Lin, L. S., Huang, I. C., Du, P. L., & Lin, T. F. (2012). Human capital disclosure and 
organizational performance: The moderating effects of knowledge intensity and 
organizational size. Management Decision, 50(10), 1790-1799. 
Luthans, F., Luthans, K. W., & Luthans, B. C. (2004). Positive psychological capital: 
Beyond human and social capital. Business Horizons, 47(1), 45–50. 
Mahfoudh, A., Din, M. S. H., & Jusoh, M. S. (2016). The Effect of Islamic Work Ethics 
(Akhlaq) to Innovation Capability. In Contemporary Issues and Development in the 
Global Halal Industry (pp. 381-390). Springer, Singapore. 
Mahmood, K., & Azhar, S. M. (2015). Impact of human capital on organizational 
performance a case of security forces. Pakistan Journal of Science, 67(1), 102-108. 
Majid, M., Samad, S., Tazilah, M. D. A. K., & Hanaysha, J. R. (2017). Human Capital 
and Organizational Performance of Malaysian Government Agencies: A conceptual 
paper. International Journal of Business, Economics and Law, 13(2), 73-82. 
Makanyeza, C., Kwandayi, H., & Ikobe, B. (2013).Strategies to improve service delivery 
in local authorities. International Journal of Information Technology and Business 
Management, 15(1), 1-11. 
Manes Rossi, F., Citro, F., & Bisogno, M. (2016). Intellectual capital in action: evidence 




Mariz-Pérez, R. M., Teijeiro-Alvarez, M. M., & García-Alvarez, M. T. (2012). The 
relevance of human capital as a driver for innovation. Cuadernos de economia. 35, 68-
76. 
Marimuthu, M., Arokiasamy, L., & Ismail, M. (2009). Human capital development and 
its impact on firm performance: Evidence from developmental economics. Journal of 
international social research, 2(8). 
Marr, B., Gray, D., & Neely, A. (2003). Why do firms measure their intellectual 
capital?. Journal of intellectual capital, 4(4), 441-464. 
Marri, M. Y. K., Sadozai, A. M., Zaman, H. M. F., & Ramay, M. I. (2012). The impact of 
Islamic work ethics on job satisfaction and organizational commitment: a study of 
agriculture sector of Pakistan. International Journal of Business and Behavioral 
Sciences, 2(12), 32-45. 
Matei, L., Matei, A., & Lazar, C. G. (2016). Public service performance and good 
administration. Socio economic empirical evaluations. Procedia Economics and 
Finance, 39, 335-338. 
Matthews, J., & Shulman, A. (2005). Competitive advantage in public-sector 
organizations: explaining the public good/sustainable competitive advantage paradox. 
Journal of Business Research, 58(2), 232-240. 
Menzies, M. (2003). Human capital development in research, science and technology. 
Retrieved from http://citeseerx.ist.psu.edu/viewdoc/downlaod. 
Meszek, W. (2015). Measurement of human capital in the specificity of a construction 




Michael,O,O&Zaid,A,A (2014). An empirical analysis of human capital development and 
organizational performance in banking sector: A Nigerian experience. International 
Journal of Economics, Commerce and Management, 2(7), 1-15. 
Miller, P. (1999). How communication can add spice to knowledge 
management. Strategic Communication Management, 3(3), 12-15. 
Minelli, A., & Ruffini, R. (2018). Citizen feedback as a tool for continuous improvement 
in local bodies. International Journal of Public Sector Management, 31(1), 46-64. 
Minja, D. (2013). Accountability practice in Kenya‟s public service lessons to guide 
service improvement author's bio data. International Journal of Business and 
Management Review, 1(4), 54-63. 
Moore, M., & Hartley, J. (2008). Innovations in governance. Public Management Review, 
10(1), 3-20. 
Mordhah, N. (2012). Self-accountability: The link between self-accountability and 
accountability in Islam. International Journal of Humanities and Social Science, 2(5). 
Morgeson, F. V., & Petrescu, C. (2011). Do they all perform alike? An examination of 
perceived performance, citizen satisfaction and trust with US federal 
agencies. International Review of Administrative Sciences, 77(3), 451-479. 
Mpeera Ntayi, J., Mutebi, H., Byangwa, K., & Georgina Kamanyi, S. (2014). Institutional 
framing and entrepreneurship capital in Uganda. World Journal of Entrepreneurship, 
Management and Sustainable Development, 10(3), 177-197. 
Mundfrom, D. J., Shaw, D. G., & Ke, T. L. (2005). Minimum sample size 





Mundial, B. (2004). World development report 2004: making services work for poor 
people. Banquemondiale, Washington, DC. 
Murray, S., & Peyrefitte, J. (2007). Knowledge type and communication media choice in 
the knowledge transfer process. Journal of Management Issues, 19(1), 111-133. 
Mursaleen, M., Saqib, L., Roberts, K. W., & Asif, M. (2015). Islamic Work Ethics as 
Mediator between Trust and Knowledge Sharing Relationship. Pakistan Journal of 
Commerce & Social Sciences, 9(2). 
Neeliah, H. & Seetanah, B. (2016). Does human capital contribute to economic growth in 
Mauritius?. European Journal of Training and Development, 40(4), 248-261. 
Ngoepe, M. (2004, September). Accountability, transparency and good governance: The 
National Archives and Records Service of South Africa‟s role in helping government 
to better service delivery to the South Africans. In Liasa‟s 7th Annual Conference in 
Polokwane, South Africa (Vol. 27). 
Ngulube, P. (2004). Fostering Accountability: Opportunities and Challenges Faced by 
Records Managers in Changing Society. In Kruger National Park: Electronic 
Records Management Conference. 
Nicol-Keita Grace, R. (2013). The impact of human capital management on operational 
performance at the Gambia National Water and Electricity Company 
(NAWEC) (Doctoral dissertation). 
Nielsen, P. (2013). Performance management, managerial authority, and public service 
performance. Journal of Public Administration Research and Theory, 2. 





Odhon‟g, E. A., & Omolo, J. (2015). Effect of human capital investment on 
organizational performance of pharmaceutical companies in Kenya. Global Journal of 
Human Resource Management, 3(6), 1-29. 
Official Gazettes (2001, February 16).The National Charter of Bahrain. Retrieved from 
http://www.mia.gov.bh/. 
Official Gazettes (2014, September 25). Identification of areas and constituencies and 
their boundaries. Retrieved from http://www.mia.gov.bh/. 
Okoh, L., & Ohwoyibo, O. (2010). Public Accountability: Vehicle for Socio-Economic 
Development of Nigeria. International Journal of Investment and Finance, 3(1), 145-
149. 
Okpala, K. (2012). Fiscal accountability dilemma in Nigeria public sector: A warning 
model for economic retrogression. Journal of Finance and Accounting, 3(6), 113-131. 
Olarinmoye, O. (2011). Accountability in Faith-Based Development Organizations in 
Nigeria: Preliminary Explorations. Global Economic Governance Programme, GEG 
Working Paper, 67, 15. 
Omisore, B. (2013). Strategies to Improve the Competence of Public Service Officials in 
Nigeria. Journal of Public Administration and Governance, 3(4), 15-30. 
Omotayo, F. O. (2015). Knowledge Management as an important tool in Organisational 
Management: A Review of Literature. Library Philosophy and Practice (e-journal), 1-
23. 
Omotoso, F. (2014). Public-Service Ethics and Accountability for Effective Service 




Oyedele, S. (2015). The Nigerian public service and service delivery under civil rule, 
Journal of Public Administration, Finance and Law, 7. 
Pallant, J. (2005). SPSS survival manual. New York: McGraw-Hill. 
Pasban, M., & Nojedeh, S. H. (2016). A Review of the Role of Human Capital in the 
Organization. Procedia-social and behavioral sciences, 230, 249-253. 
Paul, S. (1992). Accountability in public services: exit, voice and control. World 
Development, 20(7), 1047-1060. 
Peters, B.G. (2007) in Shah, A. (Ed.), Performance-based Accountability in Performance 
Accountability and Combating Corruption, Public Sector Accountability and 
Governance Series, World Bank Publication, Washington, DC, pp. 15-32. 
Phillips, J.M. and Gully, S.M. (2014). Human Resource Management International 
Edition. United States of America, South-Western, Cengage Learning. 
Pidd, M. (2012). Measuring the performance of public services: Principles and practice. 
Cambridge University Press. 
Pomeranz, Felix (2004) Ethics: toward globalization, Managerial Auditing Jurnal, 19(1), 
pp. 8-14. 
Prajogo, D. I., & Oke, A. (2016). Human capital, service innovation advantage, and 
business performance: The moderating roles of dynamic and competitive 
environments. International Journal of Operations & Production Management, 
36(9), 974-994. 





Putu S, N., Jan van Helden, G., & Tillema, S. (2007). Public sector performance 
measurement in developing countries: A literature review and research 
agenda. Journal of Accounting & Organizational Change, 3(3), 192-208. 
Rafiki, A., AlKhalifa, K. M., & Buchari, I. (2014). Islamic human capital and firm 
performance: an evidence of small and medium enterprises in Bahrain. International 
Journal of Business and Management, 9(4), 173. 
Raga, K., & Taylor, D. (2005). Impact of accountability and ethics on public service 
delivery: A South African perspective. Public Manager, 34(2), 22. 
Rahim, A., Atan, R., & Kamaluddin, A. (2017). Human Capital Efficiency and Firm 
Performance: An Empirical Study on Malaysian Technology Industry. In SHS Web of 
Conferences (Vol. 36, p. 00026).EDP Sciences. 
Rahman, A., Muhamad, N. & Othman, A.S. (2006). The relationship of Islamic work 
ethics and organisational commitment: a case analysis, Malaysian Management 
Review, 41(1), 79-89. 
Ramalu, S. S., & Rashid, Z. M. (2016). Islamic work ethics and Organizational 
citizenship behaviour: A study among civil servants in Malaysia. South East Asia 
Journal of Contemporary Business, Economics and Law, 11 (2), 52-61. 
Ramírez, Y. (2010). Intellectual capital models in Spanish public sector. Journal of 
Intellectual Capital, 11(2), 248-264. 
Ray, S. (2012). Reinforcing accountability in public services: an ICT enabled 








). The role of public service in a development state: 
lessons from the newly industrialised countries (NICs) for Africa. In 30th AAPAM 
Annual Roundaable Conference, Accra, Ghana.  
Rizk, R. (2008). Back to basics: an Islamic perspective on business and work 
ethics. Social Responsibility Journal, 4(1/2), 246-254. 
Rokhman, W. (2010).The effect of Islamic work ethics on work outcomes. EJBO-
Electronic Journal of Business Ethics and Organization Studies. 
Rokhman, W., Rivai, H. A., & Adewale, A. (2011). An Examination of the Mediating 
Effect of Islamic Work Ethic on the Relationships between Transformational 
Leadership and Work Outcomes. Gadjah Mada International Journal of Business, 
13(2), 125-142. 
Rose-Ackerman, S. (1997).The political economy of corruption, in Elliot, K.A. (Ed.), 
Corruption and the Global Economy. Institute for International Economics, 
Washington, DC. 
Rus, D., van Knippenberg, D., & Wisse, B. (2012). Leader power and self-serving 
behavior: The moderating role of accountability. The Leadership Quarterly, 23(1), 
13-26. 
Sağsan, M. (2006, July). A new life cycle model for processing of knowledge 
management. In 2nd International Congress of Business, Management and 
Economics (pp. 15-18). 
Sarantinos, V. (2007). Flexibility in the workplace: What happens to commitment? 




Schiuma, G., Lerro, A., & Sanitate, D. (2008). The intellectual capital dimensions of 
Ducati's turnaround: exploring knowledge assets grounding a change management 
program. International Journal of Innovation Management, 12(02), 161-193. 
Schutjens, V. A., & Wever, E. (2000). Determinants of new firm success. Papers in 
Regional Science, 79(2), 135-153. 
Sehhat, S., Ashena, M., & Parsa, S. (2015). Positive psychological capital: The role of 
Islamic work ethics in Tehran Public Organizations. Iranian Journal of Management 
Studies, 8(4), 545-566. 
Sekaran, U. (2003). Research Methods for Business: A Skill Building Approach. (4'h ed). 
New York: John Willey & Sons. 
Sekaran,U& Bougie, R. (2013). Research method for business: a skill building approach 
(5
th
 ed.). Hoboken: Wiley. 
Sekaran, U. &Roger,B., (2010).Research Methods for Business: A Skill-Building 
Approach. (5th Ed.).UK: John Wiley & Sons. 
Seleim, A., Ashour, A., & Bontis, N. (2007). Human capital and organizational 
performance: a study of Egyptian software companies. Management Decision, 45(4), 
789-801. 
Seleim, A., & Khalil, O. (2011). Understanding the knowledge management-intellectual 
capital relationship: a two-way analysis. Journal of Intellectual Capital, 12(4), 586-
614. 
Shepard, J. M., & Hougland, J. G. (1978). Contingency theory:“complex man” or 




Shih, K. H., Liu, Y. T., Jones, C., & Lin, B. (2010). The indicators of human capital for 
financial institutions. Expert Systems with Applications, 37(2), 1503-1509. 
Shrivastava, A., & Purang, P. (2011). Employee perceptions of performance appraisals: a 
comparative study on Indian banks. The International Journal of Human Resource 
Management, 22(03), 632-647. 
Siddiquee, N. A. (2005). Public accountability in Malaysia: challenges and critical 
concerns. International Journal of Public Administration, 28(1-2), 107-129. 
Sijbom, R. B., Janssen, O., & Van Yperen, N. W. (2015). Leaders‟ receptivity to 
subordinates‟ creative input: The role of achievement goals and composition of 
creative input. European Journal of Work and Organizational Psychology, 24(3), 462-
478. 
Simonova, M., Bruna, S., & Ilmete, Z. (2011). New approaches to human capital 
development in public administration in Latvia. 
Skaggs, B. C., & Youndt, M. (2004). Strategic positioning, human capital, and 
performance in service organizations: A customer interaction approach. Strategic 
Management Journal, 25(1), 85-99. 
Skapska, E., & Samul, J. (2015). Human capital indicators in service industries: from 
workforce profile to output measures. European Scientific Journal, ESJ, 11(10). 
Spicker, P. (2009). The nature of a public service. International Journal of Public 






Ssonko, D. K. (2010, April). Ethics, accountability, transparency, integrity and 
professionalism in the public service: the case of Uganda. In Capacity Building 
Workshop for Public Sector Human Resource Managers in Africa on “Strengthening 
Human Resource Capacities for the achievement of Millennium Development Goals 
& Africa's Development” Cotonou.(2010, April 12-16). 
Storey, C., & Kahn, K. B. (2010). The role of knowledge management strategies and task 
knowledge in stimulating service innovation. Journal of Service Research, 13(4), 397-
410. 
Subramaniam, M., & Youndt, M. (2005). The influence of intellectual capital on the 
types of innovative capabilities. Academy of Management Journal, 48(3), 450-463. 
Sundiman, D., Idrus, M. S., Troena, E. A., & Rahayu, M. (2013). The Role of Knowledge 
Management on Individu, the Community and the Organization. Journal of Business 
and Management (IOSR-JBM), 47-54. 
Suzete, A. L., Claudia S. R. A., Miguel A. V. & Jose C. T. (2017). Human Capital and its 
relationship with the organizational performance in accounting services providers. 
Revista Catarinense da Ciência Contábil,16(48),23-36. 
Tabachnick, B. G., & Fidell, L. S. (2007). Using multivariate statistics, 
(5
th
ed.).NeedhamHeight, MA: Allyn& Bacon. 
Tamrakar, R. (2010). Impact of Citizen Charter in Service Delivery: A Case of District 
Administration Office. 
Tilbury, C. (2006). Accountability via performance measurement: The case of child 




Tosi Jr, H. L., & Slocum Jr, J. W. (1984). Contingency theory: Some suggested 
directions. Journal of management, 10(1), 9-26. 
Tunde, A., & Omobolaji, O. (2009). Ethics and accountability in Nigerias public service: 
An historical overview. Journal of Public Administration and Policy Research, 1(1), 
011-018. 
Uit Beijerse, R. (2006). Questions in knowledge management. Journal of knowldege 
management. 
Ulrich, D. (1998). A new mandate for human resources. Harvard business review, 76, 
124-135. 
Usman, M., & Mat, N. (2017). Islamic Work Ethic and Public Sector Innovation: 
Entrepreneurial Orientation as a Moderator. International Journal of Business and 
Technopreneurship 7(2).203-212. 
Vaidyanathan, S., & Sundar, V. (2011). The role of public sector enterprises in rural 
development and social welfare. International Journal of Managing Public Sector 
Information and Communication Technologies, 2(1), 23-33. 
Van de Ven, A. H. (1986). Central problems in the management of innovation. 
Management science, 32(5), 590-607. 
Van de Walle, S., & Bouckaert, G. (2003). Public service performance and trust in 
government: the problem of causality. International Journal of Public 
Administration, 26(8-9), 891-913. 
Van de Walle, S., & Scott, Z. (2009). The role of public services in state-and nation 





Van Vugt, M. (2006). Evolutionary origins of leadership and followership. Personality 
and Social Psychology Review, 10(4), 354-371. 
Verma, T., & Dhar, S. (2016). The Impact of Intellectual Capital on Organizational 
Effectiveness: A Comparative Study of Public and Private Sectors in India. IUP 
Journal of Knowledge Management, 14(3), 7. 
Walker, P. (2002). Understanding accountability: Theoretical models and their 
implications for social service organizations. Social Policy & Administration, 36(1), 
62-75. 
Walker, R., Brewer, G., Boyne, G., & Avellaneda, C. (2011). Market orientation and 
public service performance: new public management gone mad?. Public 
Administration Review, 71(5), 707-717. 
Wallace, J., Johnson, P., Mathe, K., & Paul, J. (2011). Structural and psychological 
empowerment climates, performance, and the moderating role of shared felt 
accountability: a managerial perspective. Journal of Applied Psychology, 96(4), 840-
850. 
Wang, H. K., Yen, Y. F., Tsai, C. F., & Lin, Y. C. (2008). An empirical research on the 
relationship between human capital and innovative capability: A study on Taiwan's 
commercial banks. Total Quality Management, 19(11), 1189-1205. 
Wiig, K. M. (2002). Knowledge management in public administration. Journal of 
knowledge management, 6(3), 224-239. 
Wikhamn, W., & T. Hall, A. (2014). Accountability and satisfaction: organizational 




Yen, Y. F. (2013). The impact of bank‟s human capital on organizational performance: 
How innovation influences performance. Innovation, 15(1), 112-127. 
Yesil, S., Sekkeli, Z. H., & Dogan, O. (2012). An investigation into the implications of 
Islamic work ethic (IWE) in the workplace. Journal of Economics and Behavioral 
Studies, 4(11), 612-624. 
Yousef, D. A. (2001). Islamic work ethic–A moderator between organizational 
commitment and job satisfaction in a cross-cultural context. Personnel review, 30(2), 
152-169. 
Yousef, D. A. (2000). The Islamic work ethic as a mediator of the relationship between 
locus of control, role conflict and role ambiguity–A study in an Islamic country 
setting. Journal of Managerial Psychology, 15(4), 283-298. 
Zaid, O. A. (2000). The appointment qualifications of Muslim accountants in the Middle 
Ages. Accounting Education, 9(4), 329-342. 




Zlate, Ş., & Enache, C. (2015). The interdependence between human capital and 
organizational performance in higher education. Procedia-social and behavioral 














Dear Sir/ Madam, 
 
I would like to inform you that I am conducting a scientific research in order to getting 
the PhD degree in Philosophy of Management from the Universiti of Utara in Malaysia, 
entitled " Human Capital and Public Services Performance in Bahrain: Moderating 
Effect of Accountability and Mediating Effect of Islamic Work Ethics", please 
answer the questionnaire and the attached questions based on existing reality and not on 
beliefs or ideal and your cooperation in this respect will be of great effect in concluding 
valuable results from this study, in order to contribute to the development of public 
services performance. 
 
I assure you that all information given in this questionnaire will be treated with strict 
confidentially and will be used only for the purpose of this study. 
 
Thank you for your co-operation.  
Yours sincerely, 
Ebrahim Farhan Mubarak Farhan Busenan 
PhD Candidate 
School of Business Management 
College of Business-Universiti Utara Malaysia 
Email: e.farhan@windowslive.com 






SECTION ONE : Background Information 
 
These parts contains statements concerning general information about the participants 
please read the following statements and tick in the appropriate box the category that best 
describes your situation. 
 
Demographic Categories Please tick (√) 




30 years and below  
31 – 40 years  
41 and above  
 
Academic Qualification 
Secondary School       
Diploma  
Bachelor‟s Degree  
Higher Diploma  
Master‟s Degree      
PhD Degree  
 
Occupation 
Formally employed  






















SECTION TWO: Human Capital 
 
List below are statement describing human capital. Please tick the number that most 













No. Items 1 2 3 4 5 
1 Skills 
The staff of the public sector are highly skilled. 
     
2 The staff of the public sector possess leadership abilities in their work.      
3 The staff of the public sector bear the risks in order to achieve 
organizational goals of organization. 
     
4 The staffs of the public sector are able to work in integrated teams in 
order to improve performance to deliver better service. 
     
5 Innovation  
The staff of the public sector are considered to be creative and bright. 
     
6 The staff of the public sector are able to focus on the quality of 
services provided. 
     
7 The staff of the public sector are able to develop and maintain strong 
relationships with others (colleagues and outsiders) in order to improve 
performance of services. 
     
8 Experience 
The staff of the public sector are considered experts in their particular 
jobs and functions. 
     
9 The staff of the public sector are able to expect the effect of external 
change in the service on the organization and clients. 
     
10 The staff of the public sector are broadly regarded as the best.      
11 The staff of the public sector are able to find simple solutions for more 
complex problems of their performance to deliver better services. 
     
12 Knowledge 
The staff of the public sector are able to come up with and develop 
new ideas and knowledge to improve their performance. 
     
13 The staff of the public sector are educated and able to effect on their 
superiors in order to the interest of improve the performance of 
services. 
     
14 The staff of the public sector possess a full understanding of their 
services. 
     
15 The staff of the public sector are able to integrate organizational 
knowledge across different areas in the organization in order to 
improve the performance of services. 






SECTION THREE: Public Services Performance 
 
List below are statement describing public services performance. Please tick the number 













No. Items 1 2 3 4 5 
1 The information about public services is easy to obtain from the public 
sector. 
     
2 Public services are easy to obtain from the public sector.      
3 The timeliness and efficiency in providing public services to citizens 
are quite acceptable. 
     
4 There is satisfaction about performance of public services in the public 
sector. 
     
5 The public sector offers overall quality services as expected.      
6 Expectations and complaints from citizens about performance of public 
services delivery are taken seriously. 

























SECTION FOUR: Moderator Accountability 
 
List below are statement describing accountability. Please tick the number that most 































No. Items 1 2 3 4 5 
1 Accountability is effective in the public sector.      
2 There is accountability of public services performance in the public 
sector. 
     
3 Lack of accountability is the cause of increased dissatisfaction of 
citizens with the state of infrastructure of public services. 
     
4 Lack of effective accountability has caused the increase of administrative and 
financial corruption in the public sector. 
     
5 There is no need for accountability in the public sector because all 
things are working well. 
     
6 To ensure effective accountability in the public sector, rules must be 
implemented to penalize violators. 
     
7 To ensure accountability in the public sector, the legislative authority 
represented in parliament should be involved. 




SECTION FIVE: Mediator Islamic Work Ethics 
List below are statement describing Islamic work ethic. Please tick the number that most 













No. Items 1 2 3 4 5 
1 Laziness accompanies staff in their works.      
2 Dedication to work is considered a high merit (virtue) for staff.      
3 Good work benefits both themselves staff and others.      
4 Justice and generosity in the workplace are necessary conditions for 
society‟s welfare. 
     
5 Producing more than enough to meet one‟s personal needs contributes 
to the prosperity of society as a whole. 
     
6 A staff   should perform work to the best of his abilities.      
7 Work is not aim by itself but a means to foster personal growth and 
social relations. 
     
8 The staff thinks that life has no meaning without work.      
9 The staff thinks that more leisure time is good for society.      
10 Social relations between staff must be encouraged and emphasized 
within organizations. 
     
11 Work enables staff to control their human nature.      
12 Creative work is a source of happiness and accomplishment.      
13 Any person who works is more likely to get ahead in life.      
14 Work gives staff the chance to be independent.      
15 A successful staff is the one who deliver work on time.      
16 The staff must be constantly worked hard to meet responsibilities.      
17 The value of work is derived from the accompanying intention rather 
than its results. 
     
 

















( Utara Malaysia iUniversit) غبِؼخ أٚربسا فٟ ِب١ٌض٠بو١ٍخ اإلداسح ث فٟطبٌت دوزٛساٖ  أٚد ئؽبطزىُ ػٍّب ثإٟٔٔ
ت سالمٍوأخالقٍاث انعمم اإل كمتغٍر معتذل تأثٍر انمساءنت) ضّٓ اٌّشؽٍخ إٌٙبئ١خ ٤طشٚؽخ اٌذوزٛساٖ ٚاٌزٟ ثؼٕٛاْ 
عبثخ ػٍٝ ٠شعٝ اإل  (،رٌنفً انبحانعامت  اثٍن رأس انمال انبشري وأداء انخذمعهى انعالقت ب كمتغٍر وسٍط
ٚا٤عئٍخ اٌّشفمخ ِٓ خالي ِب رزٍّغٗ ِٓ ٚالغ ١ٌٚظ ِب رؼزمذٖ ، ٚئْ ئعبثبرىُ ع١ىْٛ ٌٙب أوجش ا٤صش فٟ  بٔخعزجاإل
فٟ  أداء اٌخذِبد اٌؼبِخ ٚرؾغ١ٓ  ، ٚرٌه ٌٍّغبّ٘خ فٟ رط٠ٛشٌٙزا اٌجؾش اٌؼٍّٟٚأ١ّ٘خ اٌزٛطً اٌٝ ٔزبئظ راد ل١ّخ 
  .اٌجؾش٠ٓ 
 
،  ِغ شىشٞ  اٌجؾش اٌؼٍّٟفٟ عش٠خ ربِخ ٌٚٓ رغزخذَ ئال ٤غشاع  ِؼٙبع١زُ اٌزؼبًِ وّب أؤوذ ٌىُ ثأْ ئعبثبرىُ 
  .ا اٌجؾش اٌؼٍّٟ رؼبٚٔىُ فٟ ئٔغبػ ٘زػٍٝ  اٌغض٠ً 
 
 ؽزشاَ ،،،ٚرفضٍٛا ثمجٛي فبئك اٌزؾ١خ ٚاإل                             
 
 ئثشا١ُ٘ فشؽبْ ِجبسن ثٛعٕبْ
 طبٌت دوزٛساٖ
 و١ٍخ ئداسح ا٤ػّبي- عبِؼخ أٚربسا ِب١ٌض٠ب
e.farhan@windowslive.com :ٟٔٚاٌجش٠ذ اإلٌىزش 





 General information: معهىماث عامت
(  فٟ    √، ٠شعٝ ٚضغ ػالِخ )بٔخعزجاٌؼبِخ ػٓ اٌّشبسو١ٓ فٟ اإلاٌغضء ٠ؾزٛٞ ػٍٝ ث١بٔبد رزؼٍك ثبٌّؼٍِٛبد  ٘زا
 اٌّشثغ إٌّبعت ػٍٝ اٌفئخ اٌزٟ رظف ؽبٌزه ثشىً دل١ك.
 
 (√ضغ ػالِخ ) اٌفئبد اٌذ٠ّٛغشاف١خ 
  روش اٌغٕظ
  أٔضٝ
  عٕخ ٚألً 30 اٌؼّش
 ِٓ31- 40  
  ٚأوضش 41ِٓ 
  اٌضب٠ٛٔخ اٌؼبِخ اٌّإ٘الد اٌؼ١ٍّخ
  اٌذثٍَٛ
  دسعخ اٌجىبٌٛس٠ٛط
  اٌذثٍَٛ اٌؼبٌٟ
  اٌّبعغز١شدسعخ 
  دسعخ اٌذوزٛساٖ
  ِٛظف سعّٟ اٌٛظ١فخ
  اٌؼًّ ٌٍؾغبة اٌخبص
  ِزمبػذ
  طبٌت
  ػبطً ػٓ اٌؼًّ








 Human Capitalانقسم األول : رأس انمال انبشري 
 










ػٕذ اٌشلُ اٌزٜ ٠ؼىظ ثذلٗ ِذٜ ِٛافمزه اٚ ػذَ √ ( ف١ّب ٠ٍٝ ث١بْ ٠ظف سأط اٌّبي اٌجششٞ، ٠شعٝ ٚضغ ػالِخ ) 
 ِٛافمزه ػٍٝ وً ػجبسٖ.  





أوافق  أوافق محاٌذ
 بشذة
 انمهارة 1
 .٠ز١ّض ِٛظفٛ اٌمطبع اٌؼبَ ثّٙبساد ػب١ٌخ
     
ِٛظفٛ اٌمطبع اٌؼبَ ثبٌّٙبساد اٌم١بد٠خ اٌالصِٗ ٌطج١ؼخ ٠زّزغ  2
 .ػٍُّٙ
     
٠زؾًّ ِٛظفٛ اٌمطبع اٌؼبَ اٌّخبطش ِٓ اعً رؾم١ك ا٘ذاف  3
 .إٌّظّخ
     
      .٠غزط١غ ِٛظفٛ اٌمطبع اٌؼبَ اٌؼًّ فٟ فش٠ك ػًّ ِزؼبْٚ 4
 اإلبذاع 5
 .رو١بء ِٚجذػ١ٓأ٠ؼزجش ِٛظفٛ اٌمطبع اٌؼبَ 
     
اٌخذِبد  عٛدح٠غزط١غ ِٛظفٛ اٌمطبع اٌؼبَ اٌزشو١ض ػٍٝ  6
 .اٌّمذِخ
     
٠غزط١غ ِٛظفٛ اٌمطبع اٌؼبَ خٍك ٚرط٠ٛش ػاللبد ل٠ٛخ ِغ  7
 ) اٌضِالء ٚاٌخبسع١١ٓ( ِٓ أعً رؾغ١ٓ أداء اٌخذِخ خش٠ٓا٢
     
 انخبرة 8
ٚاٌّّٙبد  ٚظبئفُٙداء أ٠ؼزجش ِٛظفٛ اٌمطبع اٌؼبَ خجشاء فٟ 
 .اٌخبطخ
     
١ش اٌزغ١شاد ِٛظفٛ اٌمطبع اٌؼبَ ٌذ٠ُٙ اٌمذسح ػٍٝ رٛلغ رأص 9
   .بدػٍٝ إٌّظّخ ٚاٌّغزف١ذ٠ٓ ِٓ اٌخذِ بداٌخبسع١خ فٟ اٌخذِ
     
      .فضً ػٍٝ ٔطبق ٚاعغ٠ؼزجش ِٛظفٛ اٌمطبع اٌؼبَ ا٤ 10
٠غزط١غ ِٛظفٛ اٌمطبع اٌؼبَ ئ٠غبد ؽٍٛي ثغ١طخ ٌّشبوً أوضش  11
 أفضً. بدأدائُٙ ٌزمذ٠ُ خذِرؼم١ًذا فٟ 
     
 انمعرفت  12
طشػ أفىبس ِٚؼبسف عذ٠ذح ِٛظفٛ اٌمطبع اٌؼبَ  ٠غزط١غ
 ٚرط٠ٛش٘ب ٌزؾغ١ٓ أدائُٙ.
     
اٌمطبع اٌؼبَ ِزؼٍّْٛ ٚلبدسْٚ ػٍٝ اٌزأص١ش ػٍٝ  ٛئْ ِٛظف 13
 سؤعبئُٙ ِٓ أعً ِظٍؾخ رؾغ١ٓ أداء اٌخذِبد.
     
      .طج١ؼخ خذِبرُٙ ع١ذا٠زفُٙ ِٛظفٛ اٌمطبع اٌؼبَ  14
فٟ ِخزٍف اٌمطبع اٌؼبَ دِظ اٌّؼشفخ اٌزٕظ١ّ١خ  ِٛٛظف٠غزط١غ  15
 .بدرؾغ١ٓ أداء اٌخذِِٓ أعً  اٌّغبالد فٟ إٌّظّخ






  erformance P serviceSPublicانعامت  اثانقسم انثانً : أداء انخذم










ػٕذ اٌشلُ اٌزٜ ٠ؼىظ ثذلٗ ِذٜ ِٛافمزه اٚ ػذَ √ ( ، ٠شعٝ ٚضغ ػالِخ ) اٌؼبِخ بدأداء اٌخذِف١ّب ٠ٍٝ ث١بْ ٠ظف 
 ِٛافمزه ػٍٝ وً ػجبسٖ.  





أوافق  أوافق محاٌذ
 بشذة
ِٓ اٌغًٙ اٌؾظٛي ػٍٝ ِؼٍِٛبد رزؼٍك ثبٌخذِبد اٌؼبِخ ِٓ  1
 .اٌمطبع اٌؼبَ ِٛٛظف
     
      .ِٓ اٌغًٙ اٌؾظٛي ػٍٝ اٌخذِبد اٌؼبِخ ِٓ اٌمطبع اٌؼبَ 2
اٌزٛل١ذ ٚاٌىفبءح فٟ رمذ٠ُ اٌخذِبد اٌؼبِخ ٌٍّٛاط١ٕٓ ِمجٛالْ  3
 .رّبِب
     
      .اٌّٛاطْٕٛ ساضْٛ ػٓ أداء اٌخذِبد اٌؼبِخ فٟ اٌمطبع اٌؼبَ 4
      .شبٍِٗ وّب ٘ٛ ِزٛلغ٠مذَ اٌمطبع اٌؼبَ خذِبد راد عٛدح  5
شىبٜٚ اٌّٛاط١ٕٓ ِٓ أداء اٌخذِبد  رٛلؼبد ٚ ٠زُ اٌزؼبًِ ِغ 6
 .اٌؼبِخ ثغذ٠خ
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ػٕذ اٌشلُ اٌزٜ ٠ؼىظ ثذلٗ ِذٜ ِٛافمزه اٚ ػذَ ِٛافمزه √ ( ، ٠شعٝ ٚضغ ػالِخ ) اٌّغبءٌخف١ّب ٠ٍٝ ث١بْ ٠ظف 
 ػٍٝ وً ػجبسٖ.  





أوافق  أوافق محاٌذ
 بشذة
      فؼبي فٟ اٌمطبع اٌؼبَ ءٌخٔظبَ اٌّغب 1
      داء اٌخذِبد اٌؼبِخ فٟ اٌمطبع اٌؼبَأػٓ  ءٌخ٠ٛعذ ٔظبَ ٌٍّغب 2
اٌٝ ص٠بدح ػذَ سضب اٌّٛاط١ٕٓ ػٓ  ءٌخ٠إدٜ ػذَ اٌّغب 3
 أداءاٌخذِبد اٌؼبِخ
     
اٌفؼبٌخ اٌٝ ص٠بدح اٌفغبد اٌّبٌٟ ٚاإلداسٞ  ءٌخ٠إدٜ ػذَ اٌّغب 4
 فٟ اٌمطبع اٌؼبَ
     
ش١بء رؼًّ فٟ اٌمطبع اٌؼبَ الْ وً ا٤ ءٌخال ٠ٛعذ ؽبعٗ ٌٍّغب 5
 ثشىً ع١ذ
     
ٌخ اٌفؼبٌخ ءػٍٝ اٌّخبٌف١ٓ ٌضّبْ اٌّغب ءٌخ٠غت رطج١ك اٌّغب 6
 فٟ اٌمطبع اٌؼبَ
     
ششان اٌغٍطخ اٌزشش٠ؼ١خ اٌّّضٍخ فٟ اٌجشٌّبْ ٌضّبْ ئ٠ٕجغٟ  7
 فٟ اٌمطبع اٌؼبَ ءٌخاٌّغب
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ػٕذ اٌشلُ اٌزٜ ٠ؼىظ ثذلٗ ِذٜ ِٛافمزه √ ( ، ٠شعٝ ٚضغ ػالِخ ) خعال١ِأخالل١بد اٌؼًّ اإلف١ّب ٠ٍٝ ث١بْ ٠ظف 
 اٚ ػذَ ِٛافمزه ػٍٝ وً ػجبسٖ.  





أوافق  أوافق محاٌذ
 بشذة
      .٠شافك اٌىغً اٌّٛظف١ٓ فٟ أػّبٌُٙ 1
      .اٌزفبٟٔ فٟ اٌؼًّ ١ِضح ػب١ٌخ )فض١ٍخ( ٌٍّٛظف٠ٓ١ؼزجش  2
       .فٛائذ اٌؼًّ اٌغ١ذ ٌٍّٛظف١ٓ ٣ٌٚخش٠ٓ ػٍٝ ؽذ عٛاء 3
فٟ ِىبْ اٌؼًّ ّ٘ب ضشٚسربْ ٌشفب١٘خ  اٌؼذاٌخ ٚاٌىشَ ئْ 4
 اٌّغزّغ.
     
٠غُٙ  ؽز١بعبد اٌشخظ١خٔزبط أوضش ِٓ اٌالصَ ٌزٍج١خ اإلاإل 5
 .صد٘بس اٌّغزّغ وىًئفٟ 
 
 
    




    
اٌؼًّ ١ٌظ ٘ذفًب ثؾذ رارٗ ثً ٚع١ٍخ ٌزؼض٠ض إٌّٛ اٌشخظٟ  7
 .عزّبػ١خٚاٌؼاللبد اإل
     
      أْ اٌؾ١بح ال ِؼٕٝ ٌٙب ثذْٚ ػًّ. ٠ٓ١ؼزمذ اٌّٛظف 8
      أْ اٌّض٠ذ ِٓ ٚلذ اٌفشاؽ ع١ذ ٌٍّغزّغ. ٠ٓ١ؼزمذ اٌّٛظف 9
عزّبػ١خ ث١ٓ اٌّٛظف١ٓ ٚاٌزأو١ذ ٠غت رشغ١غ اٌؼاللبد اإل 10
 ػ١ٍٙب داخً إٌّظّبد.
     
      ٠ز١ؼ اٌؼًّ ٌٍّٛظف١ٓ اٌزؾىُ فٟ طج١ؼزُٙ اٌجشش٠خ 11
      .ٔغبصاٌؼًّ اإلثذاػٟ ٘ٛ ِظذس ٌٍغؼبدح ٚاإل 12
٠ىْٛ ِٓ اٌّشعؼ أْ ٠ّضٟ لذِب فٟ  ٠ؼًّ أٞ شخض 13
  اٌؾ١بح.

























أوافق  أوافق محاٌذ
 بشذة
  .ِٛػذٖاٌّٛظف إٌبعؼ ٘ٛ اٌشخض اٌزٞ ٠غٍُ اٌؼًّ فٟ  15
 
    
٠غت أْ ٠ؼًّ اٌّٛظفْٛ ثبعزّشاس ثغذ ٌٍٛفبء  16
 ثبٌّغإ١ٌٚبد.
     
      ثذال ِٓ ٔزبئغٗ. ٌٗ رغزّذ ل١ّخ اٌؼًّ ِٓ ا١ٌٕخ اٌّشافمخ 17
 
 




























Appendix 3 A: Letter of Request Statistics Number of Complaints 
 
 راػخ     اٌّؾزشَ ئٌٝ ِذ٠ش ئداسح اإل
 ػالَ ثٛصاسح شئْٛ اإل ػال١َ٘ئخ شئْٛ اإل
 اٌغالَ ػ١ٍىُ ٚسؽّخ هللا ٚثشوبرٗ ،
 
     ٤طشٚؽخ اٌذوزٛساٖ ٚاٌزٟ ثؼٕـــٛاْ اٌّشؽٍخ إٌٙبئ١خ  ٚأػًّ ػٍٝأرمذَ ثخطبثٟ ٘زا ٚأف١ذوُ ثإٟٔٔ طبٌت دوزٛساٖ 
عهى انعالقت بٍن رأس انمال انبشري  كمتغٍر وسٍط  تسالمٍوأخالقٍاث انعمم اإل كمتغٍر معتذل تأثٍر انمساءنت) 
اٌّٛاط١ٕٓ ؽٛي اٌّمذِخ ِٓ اٌشىبٚٞ ئٌٝ ئؽظبئ١بد رف١ذ ثؼذد  ؽ١ش ئٕٟٔ ثؾبعخ(، فً انبحرٌنانعامت  اثوأداء انخذم
ِمبسٔخ ثؼذد اٌشع١ّخ فٟ اٌجؾش٠ٓ  ٚا١ٌٙئبد اٌغٙبدٚ اٌٛصاساد اٌّخزٍفخ اٌزٟ رٕغض ِٓ لجً اٌؼبِخ أداء اٌخذِبد
ح ءٚاٌزٟ ٔغّؼٙب ػجش ئراػخ اٌجؾش٠ٓ ٚوزٌه ٔمشؤ٘ب ٚٔغّؼٙب ٚٔشب٘ذ٘ب فٟ ِخزٍف اٌٛعبئً اٌّمشٚ ،اٌغٕٛاد 
 ػزّبد ػ١ٍٗ . ٚثّشعغ ِؼزّذ ؽزٝ ٠زُ اإل ٌٚٛ ثشىً رمش٠جٟاٌؾظٛي ػ١ٍٙب ثظفخ ئؽظبئ١خ  ِٓ رٌهخ . ٚا٤ُ٘ ٚاٌّشئ١ـ
 
ؽٍٛي رإدٞ اٌٝ  ئ٠غبد ٌّب ٌزٌه ِٓ أ١ّ٘خ وج١شح فٟ ػ١ٍّخ اٌّغبّ٘خ فٟ  ػٍٝ ِٛافمزىُ ٘زا اٌطٍت٠ؾظٝ أرّٕٝ أْ 
اٌجؾش٠ٓ ١ٌىْٛ فٟ ِظبف اٌجٍذاْ اٌّزؾضشح سرمبء ثب٤داء اٌؾىِٟٛ فٟ اٌخذِبد اٌؼبِخ ٚرٌه ٌإلٚرؾغ١ٓ أداء  رط٠ٛش
ػٍّب ثأْ اٌذٚي اٌّزمذِخ رؼزّذ ثشىً وج١ش ػٍٝ اٌجؾٛس اٌؼ١ٍّخ ٌٍجٕبء ػٍٝ ٔزبئغٙب فٟ ػ١ٍّخ اٌزخط١ظ  ،اٌّزطٛسح ٚ
 .ؽظبئ١بد  عٛف رغزخذَ فمظ ٤غشاع اٌجؾش اٌؼٍّٟ ،   ِإوذا ٌىُ ثأْ ٘زٖ اٌّؼٍِٛبد ٚاإلٚاٌزؾغ١ٓ ٚاٌزط٠ٛش 
 
 ٚرفضٍٛا ثمجٛي فبئك اٌزؾ١خ ٚا٤ؽزشاَ ،،،                          
 
 
 ئثشا١ُ٘ فشؽبْ ِجبسن ثٛعٕبْ 
 طبٌت دوزٛساٖ
 عبِؼخ أٚربسا اٌّب١ٌض٠خ - و١ٍخ ئداسح ا٤ػّبي
 Universiti Utara Malaysia-of Business College  
 
 95328اٌشلُ اٌغبِؼٟ : 
 e.farhan@windowslive.comاٌجش٠ذ ا٤ٌىزشٟٚٔ : 
 39320092ٙبرف : اٌسلُ 







Appendix 3 B: Letter of Request Statistics Number of Complaints 
 
 اٌّؾزشَ    ٌىزش١ٔٚخ١ٙئخ اٌّؼٍِٛبد ٚاٌؾىِٛخ اإلثاٌشئ١ظ اٌزٕف١زٞ ئٌٝ  
 اٌغالَ ػ١ٍىُ ٚسؽّخ هللا ٚثشوبرٗ ، 
 
     ٤طشٚؽخ اٌذوزٛساٖ ٚاٌزٟ ثؼٕـــٛاْ اٌّشؽٍخ إٌٙبئ١خ  ٚأػًّ ػٍٝأرمذَ ثخطبثٟ ٘زا ٚأف١ذوُ ثإٟٔٔ طبٌت دوزٛساٖ 
عهى انعالقت بٍن رأس انمال انبشري  ت كمتغٍر وسٍط سالمٍوأخالقٍاث انعمم اإل كمتغٍر معتذل تأثٍر انمساءنت) 
اٌّمذِخ ِٓ اٌّٛاط١ٕٓ ؽٛي ئٌٝ ئؽظبئ١بد رف١ذ ثؼذد اٌشىبٚٞ  ؽ١ش ئٕٟٔ ثؾبعخ(، فً انبحرٌنانعامت  اثوأداء انخذم
د اٌشع١ّخ فٟ اٌجؾش٠ٓ ِمبسٔخ ثؼذ ٚا١ٌٙئبد اٌغٙبداٌٛصاساد ٚ اٌّخزٍفخ اٌزٟ رٕغض ِٓ لجً اٌؼبِخ أداء اٌخذِبد
ءح ٚاٌزٟ ٔغّؼٙب ػجش ئراػخ اٌجؾش٠ٓ ٚوزٌه ٔمشؤ٘ب ٚٔغّؼٙب ٚٔشب٘ذ٘ب فٟ ِخزٍف اٌٛعبئً اٌّمشٚ ،اٌغٕٛاد 
 ػزّبد ػ١ٍٗ . ٚثّشعغ ِؼزّذ ؽزٝ ٠زُ اإل ٌٚٛ ثشىً رمش٠جٟاٌؾظٛي ػ١ٍٙب ثظفخ ئؽظبئ١خ  ِٓ رٌهخ . ٚا٤ُ٘ ٚاٌّشئ١ـ
 
ؽٍٛي رإدٞ اٌٝ  ئ٠غبد ٌّب ٌزٌه ِٓ أ١ّ٘خ وج١شح فٟ ػ١ٍّخ اٌّغبّ٘خ فٟ  ٠ؾظٝ ٘زا اٌطٍت ػٍٝ ِٛافمزىُأرّٕٝ أْ 
سرمبء ثب٤داء اٌؾىِٟٛ فٟ اٌجؾش٠ٓ ١ٌىْٛ فٟ ِظبف اٌجٍذاْ اٌّزؾضشح اٌخذِبد اٌؼبِخ ٚرٌه ٌإلٚرؾغ١ٓ أداء  رط٠ٛش
بئغٙب فٟ ػ١ٍّخ اٌزخط١ظ ػٍّب ثأْ اٌذٚي اٌّزمذِخ رؼزّذ ثشىً وج١ش ػٍٝ اٌجؾٛس اٌؼ١ٍّخ ٌٍجٕبء ػٍٝ ٔز ،اٌّزطٛسح ٚ
 .ؽظبئ١بد  عٛف رغزخذَ فمظ ٤غشاع اٌجؾش اٌؼٍّٟ ،   ِإوذا ٌىُ ثأْ ٘زٖ اٌّؼٍِٛبد ٚاإلٚاٌزؾغ١ٓ ٚاٌزط٠ٛش 
 
 ٚرفضٍٛا ثمجٛي فبئك اٌزؾ١خ ٚا٤ؽزشاَ ،،،                        
 
 
 ئثشا١ُ٘ فشؽبْ ِجبسن ثٛعٕبْ 
 طبٌت دوزٛساٖ 
 عبِؼخ أٚربسا اٌّب١ٌض٠خ - ئداسح ا٤ػّبيو١ٍخ 
Universiti Utara Malaysia -College of Business  
 
 95328اٌشلُ اٌغبِؼٟ : 
 e.farhan@windowslive.comاٌجش٠ذ ا٤ٌىزشٟٚٔ : 
 39320092سلُ ٘برف إٌمبي : 














Appendix 5: Demographic Profile of Respondents 
 
 
Profile of the respondents 
 Frequency Percentage 
Gender Male 305 82.9% 
Female 63 17.1% 
Age Group 30 years and below 104 28.3% 
31-40 95 25.8% 
41 and above 169 45.9% 
Academic 
Qualification 
Secondary School 109 29.620% 
Diploma 10 2.717% 
Bachelor Degree 161 43.750% 
Higher Diploma 2 0.543% 
Masters Degree 69 18.750% 
PhD Degree 17 4.620% 
Occupation Formally employed 254 69.0% 
Self employed 18 4.9% 
Retired 59 16.0% 
Student 26 7.1% 
Unemployed 11 3.0% 
Governorate Capital 88 23.9% 
Muharraq 77 20.9% 
Northern 114 31% 

















Appendix 6: Factor Analysis of Human Capital 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 
.934 
Bartlett's Test of 
Sphericity 






 Initial Extraction 
Skills 
Q1.1 The staff of the public sector are highly skilled. 1.000 .711 
Q1.2 The staff of the public sector possess leadership 
abilities in their work. 1.000 .531 
Q1.3 The staff of the public sector bear the risks in 
order to achieve organizational goals of organization. 1.000 .487 
Q1.4 The staffs of the public sector are able to work in 
integrated teams in order to improve performance to 
deliver better service. 
1.000 .606 
Innovation  
Q1.5 The staff of the public sector are considered to be  
creative and bright. 
1.000 .570 
Q1.6 The staff of the public sector are able to focus on 
the quality of services provided. 1.000 .552 
Q1.7 The staff of the public sector are able to develop 
and maintain strong relationships with others 
(colleagues and outsiders) in order to improve 
performance of services 
1.000 .570 
Experience 
Q1.8 The staff of the public sector are considered 





Q1.9 The staff of the public sector are able to expect 
the effect of external change in the service on the 
organization and clients. 
1.000 .453 
Q1.10 The staff of the public sector are broadly 
regarded as the best. 
1.000 .535 
Q1.11 The staff of the public sector are able to find 
simple solutions for more complex problems of their 
performance to deliver better services. 
1.000 .552 
Knowledge 
Q1.12 The staff of the public sector are able to come 
up with and develop new ideas and knowledge to 
improve their performance. 
1.000 .546 
Q1.13 The staff of the public sector are educated and 
able to effect on their superiors in order to the interest 
of improve the performance of services. 
1.000 .525 
Q1.14 The staff of the public sector possess a full 
understanding of their services. 
1.000 .636 
Q1.15 The staff of the public sector are able to 
integrate organizational knowledge across different 
areas in the organization in order to improve the 
performance of services. 
1.000 .606 










Q1.1 The staff of the public sector are highly skilled. 
 .817 
Q1.2 The staff of the public sector possess leadership abilities in 
their work. 
.517  
Q1.3 The staff of the public sector bear the risks in order to 
achieve organizational goals of organization. 
 .591 
Q1.4 The staffs of the public sector are able to work in integrated 






Q1.5 The staff of the public sector are considered to be creative 
and bright. 
 .709 
Q1.6 The staff of the public sector are able to focus on the quality 
of services provided. 
.599  
Q1.7 The staff of the public sector are able to develop and 
maintain strong relationships with others (colleagues and 
outsiders) in order to improve performance of services 
.726  
Experience 
Q1.8 The staff of the public sector are considered experts in their 
particular jobs and functions. 
 .752 
Q1.9 The staff of the public sector are able to expect the effect of 
external change in the service on the organization and clients. 
 .607 
Q1.10 The staff of the public sector are broadly regarded as the 
best. 
 .724 
Q1.11 The staff of the public sector are able to find simple 
solutions for more complex problems of their performance to 
deliver better services. 
.716  
Knowledge 
Q1.12 The staff of the public sector are able to come up with and 
develop new ideas and knowledge to improve their performance. 
 .670 
Q1.13 The staff of the public sector are educated and able to effect 
on their superiors in order to the interest of improve the 
performance of services. 
.645  
Q1.14 The staff of the public sector possess a full understanding 
of their services. .767  
Q1.15 The staff of the public sector are able to integrate 
organizational knowledge across different areas in the 
organization in order to improve the performance of services. 
.734  
Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser Normalization.
a
 










Appendix 7: Factor Analysis of Public Services Performance 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 
.851 
Bartlett's Test of 
Sphericity 






 Initial Extraction 
Q2.1 The information about public services is 
easy to obtain from the public sector. 
1.000 .478 
Q2.2 Public services are easy to obtain from 
the public sector. 
1.000 .549 
Q2.3 The timeliness and efficiency in 
providing public services to citizens are quite 
acceptable. 
1.000 .658 
Q2.4 There is satisfaction about performance of 
public services in the public sector. 1.000 .657 
Q2.5 The public sector offers overall quality 
services as expected. 
1.000 .616 
Q2.6 Expectations and complaints from 
citizens about performance of public services 
delivery are taken seriously. 
1.000 .534 








Q2.1 The information about public services is easy 
to obtain from the public sector. 
.691 
Q2.2 Public services are easy to obtain from the 
public sector. 
.741 
Q2.3 The timeliness and efficiency in providing 





Q2.4 There is satisfaction about performance of 
public services in the public sector. 
.811 
Q2.5 The public sector offers overall quality 
services as expected. 
.785 
Q2.6 Expectations and complaints from citizens 
about performance of public services delivery are 
taken seriously. 
.731 
Extraction Method: Principal Component Analysis. 


































Appendix 8: Factor Analysis of Accountability 
 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .706 







 Initial Extraction 
Q3.1 Accountability is effective in the public sector. 1.000 .733 
Q3.2 There is accountability of public services 
performance in the public sector. 
1.000 .691 
Q3.3 Lack of accountability is the cause of increased 
dissatisfaction of citizens with the state of 
infrastructure of public services. 
1.000 .621 
Q3.4 Lack of effective accountability has caused the 
increase of administrative and financial corruption in 
the public sector. 
1.000 .651 
Q3.5 There is no need for accountability in the public 
sector because all things are working well. 
1.000 .500 
Q3.6 To ensure effective accountability in the public 
sector, rules must be implemented to penalize 
violators. 
1.000 .672 
Q3.7 To ensure accountability in the public sector, the 
legislative authority represented in parliament should 
be involved. 
1.000 .425 



















Q3.1 Accountability is effective in the public sector.  .856 
Q3.2 There is accountability of public services 
performance in the public sector. 
 .779 
Q3.3 Lack of accountability is the cause of increased 
dissatisfaction of citizens with the state of infrastructure of 
public services. 
.788  
Q3.4 Lack of effective accountability has caused the 
increase of administrative and financial corruption in the 
public sector. 
.806  
Q3.5 There is no need for accountability in the public 
sector because all things are working well. 
 .619 
Q3.6 To ensure effective accountability in the public 
sector, rules must be implemented to penalize violators. 
.818  
Q3.7 To ensure accountability in the public sector, the 




Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser Normalization.
a
 


























 Initial Extraction 
Q4.1 Laziness accompanies staff in their works. 1.000 .563 
Q4.2 Dedication to work is considered a high merit 
(virtue) for staff. 
1.000 .689 
Q4.3 Good work benefits both themselves staff and 
others. 
1.000 .718 
Q4.4 Justice and generosity in the workplace are 
necessary conditions for society‟s welfare. 
1.000 .634 
Q4.5 Producing more than enough to meet one‟s personal 
needs contributes to the prosperity of society as a whole. 
1.000 .621 
Q4.6 A staff   should perform work to the best of his 
abilities 
1.000 .628 
Q4.7 Work is not aim by itself but a means to foster 
personal growth and social relations. 
1.000 .506 
Q4.8 The staff thinks that life has no meaning without 
work. 
1.000 .522 
Q4.9 The staff thinks that more leisure time is good for 
society. 
1.000 .624 
Q4.10 Social relations between staff must be encouraged 
and emphasized within organizations. 
1.000 .545 
Q4.11 Work enables staff to control their human nature. 1.000 .564 
Q4.12 Creative work is a source of happiness and 
accomplishment. 
1.000 .676 
Q4.13 Any person who works is more likely to get ahead 
in life. 
1.000 .748 
Q4.14 Work gives staff the chance to be independent. 1.000 .566 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 
.928 
Bartlett's Test of 
Sphericity 






Q4.15 A successful staff is the one who deliver work on 
time. 
1.000 .641 
Q4.16 The staff must be constantly worked hard to meet 
responsibilities. 
1.000 .715 
Q4.17 The value of work is derived from the 
accompanying intention rather than its results. 
1.000 .379 







1 2 3 
Q4.1 Laziness accompanies staff in their works.  .702  
Q4.2 Dedication to work is considered a high merit 
(virtue) for staff. 
 .768  
Q4.3 Good work benefits both themselves staff and 
others. 
 .808  
Q4.4 Justice and generosity in the workplace are 
necessary conditions for society‟s welfare. 
 .649  
Q4.5 Producing more than enough to meet one‟s personal 
needs contributes to the prosperity of society as a whole. 
 .655  
Q4.6 A staff   should perform work to the best of his 
abilities. 
 .601  
Q4.7 Work is not aim by itself but a means to foster 
personal growth and social relations. 
  .640 
Q4.8 The staff thinks that life has no meaning without 
work. 
.583   
Q4.9 The staff thinks that more leisure time is good for 
society. 
  .786 
Q4.10 Social relations between staff must be encouraged 
and emphasized within organizations. 
.521   
Q4.11 Work enables staff to control their human nature.   .560 
Q4.12 Creative work is a source of happiness and 
accomplishment. 
.668   
Q4.13 Any person who works is more likely to get ahead 
in life. 
.783   
Q4.14 Work gives staff the chance to be independent. .665   
Q4.15 A successful staff is the one who deliver work on 
time. 




Q4.16 The staff must be constantly worked hard to meet 
responsibilities. 
.781   
Q4.17 The value of work is derived from the 
accompanying intention rather than its results. 
.483   
Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser Normalization.
a
 







































Appendix 10: Descriptive Statistics of the Variables 
 
Descriptive statistics for latent variables 
 Mean SD Minimum Maximum 
Human Capital 2.91 .69 1.00 4.73 
Public Services 
Performance 
2.85 .79 1.00 5.00 
Accountability 3.37 .61 1.14 5.00 




 Count Minimum Maximum Mean 
Standard 
Deviation 
Human Capital Age <=30 104 1.00 4.60 2.88 .6925 
31-40 95 1.00 4.27 3.08 .6998 
>40 169 1.00 4.73 2.84 .6716 
Total 368 1.00 4.73 2.91 .6905 
Accountability Age <=30 104 1.14 5.00 3.31 .6203 
31-40 95 1.57 5.00 3.48 .6050 
>40 169 1.14 4.57 3.35 .6128 
Total 368 1.14 5.00 3.37 .6149 
Islamic Work 
Ethics 
Age <=30 104 1.00 4.65 3.15 .6821 
31-40 95 1.35 5.00 3.26 .7939 
>40 169 1.00 5.00 3.27 .6541 
Total 368 1.00 5.00 3.23 .7005 
Public Services 
Performance 
Age <=30 104 1.00 5.00 2.70 .8403 
31-40 95 1.00 4.83 2.95 .8462 
>40 169 1.00 4.50 2.89 .7008 
















Deviation Skewness Kurtosis 
Human Capital 2.91 .6905 -.229 -.146 
Public Services 
Performance 
2.85 .7851 -.101 -.370 
Accountability 3.37 .6149 -.738 1.102 
Islamic Work Ethics 3.23 .7005 -.236 .166 
 
 





Model R R Square 
Adjusted R 
Square 




 .414 .409 .60342 
a. Predictors: (Constant), Islamic Work Ethics, 
Accountability, Human Capital 










Square F Sig. 
1 Regression 93.685 3 31.228 85.766 .000
b
 
Residual 132.536 364 .364   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 






























1 (Constant) -.104 .196  -.534 .594   
Human Capital .355 .055 .312 6.497 .000 .697 1.434 
Accountability .285 .059 .223 4.845 .000 .757 1.322 
Islamic work 
ethics 
.298 .057 .266 5.238 .000 .626 1.596 
a. Dependent Variable: Public Services Performance 
 
























Sig. (2-tailed)  .000 .000 .000 
N 368 368 368 368 









Sig. (2-tailed) .000  .000 .000 










Sig. (2-tailed) .000 .000  .000 












Sig. (2-tailed) .000 .000 .000  
N 368 368 368 368 






Appendix 14: Regression Analysis on the Relationship between Human Capital and 





Model R R Square 
Adjusted R 
Square 






 .288 .286 .66346 1.848 
a. Predictors: (Constant), Human Capital 









Square F Sig. 
1 Regression 65.114 1 65.114 147.925 .000
b
 
Residual 161.107 366 .440   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 










t Sig. B Std. Error Beta 
1 (Constant) 1.077 .150  7.179 .000 
Human 
Capital 
.610 .050 .537 12.162 .000 














Appendix 15: Regression Analysis on the Relationship between Accountability and  





Model R R Square 
Adjusted R 
Square 






 .216 .214 .69622 1.815 
a. Predictors: (Constant), Accountability 









Square F Sig. 
1 Regression 48.816 1 48.816 100.710 .000
b
 
Residual 177.406 366 .485   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 










t Sig. B Std. Error Beta 
1 (Constant) .854 .202  4.218 .000 
Accountability .593 .059 .465 10.035 .000 
















Appendix 16: Regression Analysis in the Relationship between Islamic Work Ethics  





Model R R Square 
Adjusted R 
Square 






 .289 .288 .66269 1.764 
a. Predictors: (Constant), Islamic Work Ethics 









Square F Sig. 
1 Regression 65.487 1 65.487 149.118 .000
b
 
Residual 160.734 366 .439   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 










t Sig. B Std. Error Beta 
1 (Constant) .902 .163  5.520 .000 
Islamic work 
ethics 
.603 .049 .538 12.211 .000 
















Appendix 17: Hierarchical Regression Analysis for Moderator Test of  
                        Accountability in the Relationship between Human Capital and  






Model R R Square 
Adjusted R 
Square 






 .288 .286 .66346  
2 .608
b
 .370 .367 .62489  
3 .608
c
 .370 .365 .62573 1.892 
a. Predictors: (Constant), Human Capital 
b. Predictors: (Constant), Human Capital, Accountability 
c. Predictors: (Constant), Human Capital, Accountability, Interaction 
between Human Capital and Accountability 










Square F Sig. 
1 Regression 65.114 1 65.114 147.925 .000
b
 
Residual 161.107 366 .440   
Total 226.222 367    
2 Regression 83.693 2 41.847 107.165 .000
c
 
Residual 142.528 365 .390   
Total 226.222 367    
3 Regression 83.702 3 27.901 71.259 .000
d
 
Residual 142.520 364 .392   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 
b. Predictors: (Constant), Human Capital 
c. Predictors: (Constant), Human Capital, Accountability 
d. Predictors: (Constant), Human Capital, Accountability, Interaction between 

















t Sig. B Std. Error Beta 
1 (Constant) 1.077 .150  7.179 .000 
Human Capital .610 .050 .537 12.162 .000 
2 (Constant) .127 .197  .645 .519 
Human Capital .480 .051 .423 9.451 .000 
Accountability .394 .057 .308 6.898 .000 
3 (Constant) .120 .203  .592 .554 
Human Capital .480 .051 .422 9.436 .000 
Accountability .395 .058 .310 6.789 .000 
Interaction between 
Human Capital and 
Accountability 
.011 .075 .006 .145 .885 
a. Dependent Variable: Public Services Performance 
 
 
Appendix 18: Hierarchical Regression Analysis for Mediation Role of Islamic Work  
                        Ethics on the Relationship between Human Capital and Public  
                        Services Performance 




Model R R Square 
Adjusted R 
Square 






 .285 .283 .59309 1.767 
a. Predictors: (Constant), Human Capital 









Square F Sig. 
1 Regression 51.358 1 51.358 146.003 .000
b
 
Residual 128.743 366 .352   
Total 180.100 367    
a. Dependent Variable: Islamic Work Ethics 














t Sig. B Std. Error Beta 
1 (Constant) 1.658 .134  12.361 .000 
Human 
Capital 
.542 .045 .534 12.083 .000 






Model R R Square 
Adjusted R 
Square 






 .288 .286 .66346  
2 .613
b
 .376 .373 .62172 1.844 
a. Predictors: (Constant), Human Capital 
b. Predictors: (Constant), Human Capital, Islamic Work Ethics 









Square F Sig. 
1 Regression 65.114 1 65.114 147.925 .000
b
 
Residual 161.107 366 .440   
Total 226.222 367    
2 Regression 85.138 2 42.569 110.131 .000
c
 
Residual 141.083 365 .387   
Total 226.222 367    
a. Dependent Variable: Public Services Performance 
b. Predictors: (Constant), Human Capital 


















t Sig. B Std. Error Beta 
1 (Constant) 1.077 .150  7.179 .000 
Human Capital .610 .050 .537 12.162 .000 
2 (Constant) .423 .167  2.529 .012 
Human Capital .396 .056 .349 7.130 .000 
Islamic Work 
Ethics 
.394 .055 .352 7.197 .000 
a. Dependent Variable: Public Services Performance 
 
 
 
 
